
Health Incidents Report
7/1/2010 to 7/31/2010 as of 8/2/2010

First Contact Resolution 

Health

Top Number - Total Incidents

Bottom Number - FCR Met

Critical High Low Medium Total

Application 

Support - DFI

Application Error None 0

0

0

0

2

0

0

0

2

0

Total 0

0

0

0

2

0

0

0

2

0

Total 0

0

0

0

2

0

0

0

2

0

Total 0
0

0
0

2
0

0
0

2
0

Application 

Support - EREP 

IA

_No Tier 2 None None 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0
0

0
0

1
0

0
0

1
0

Application 

Support - MMIS

Application Error Medicaid 

Managed 

0

0

0

0

3

0

1

0

4

0

Total 0

0

0

0

3

0

1

0

4

0

First contact resolution tracks DTS' efforts to resolve customer incidents on initial contact.

Cells displayed show the number of incidents resolved on first contact during the reporting period.



Critical High Low Medium Total

Application 

Support - MMIS

Application Total 0

0

0

0

3

0

1

0

4

0

Total 0
0

0
0

3
0

1
0

4
0

Application 

Support - WIC

Application None Novell 

GroupWise

0

0

0

0

1

1

0

0

1

1

Total 0

0

0

0

1

1

0

0

1

1

Password Women, Infant, 

and Children 

0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

2

1

0

0

2

1

EIS Hardware PC/Laptop None 0

0

0

0

2

0

0

0

2

0

Total 0

0

0

0

2

0

0

0

2

0

Total 0

0

0

0

2

0

0

0

2

0

Total 0
0

0
0

4
1

0
0

4
1

Capitol 

Desktop 

Support

Application Error Novell 

GroupWise

0

0

0

0

2

0

0

0

2

0

Total 0

0

0

0

2

0

0

0

2

0

Reporting None 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

3

0

0

0

3

0



Critical High Low Medium Total

Capitol 

Desktop 

Support

Mobile Devices Error BlackBerry 

Configuration

0

0

0

0

1

0

0

0

1

0

BlackBerry 

Enterprise 

0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

2

0

0

0

2

0

Total 0

0

0

0

2

0

0

0

2

0

Server Error None 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

None iPhone 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

2

0

0

0

2

0

Total 0
0

0
0

7
0

0
0

7
0

Capitol Hosting Application Error None 0

0

0

0

2

0

0

0

2

0

Total 0

0

0

0

2

0

0

0

2

0

Total 0

0

0

0

2

0

0

0

2

0

Server Error None 1

0

1

0

0

0

0

0

2

0

Total 1

0

1

0

0

0

0

0

2

0

Total 1

0

1

0

0

0

0

0

2

0



Critical High Low Medium Total

Capitol Hosting Total 1
0

1
0

2
0

0
0

4
0

Diebold EIS Hardware None None 0

0

0

0

2

0

0

0

2

0

Total 0

0

0

0

2

0

0

0

2

0

Total 0

0

0

0

2

0

0

0

2

0

Total 0
0

0
0

2
0

0
0

2
0

Help Desk Application Error Financial 

Information 

0

0

0

0

1

1

0

0

1

1

Microsoft Excel 0

0

0

0

1

0

0

0

1

0

None 0

0

1

1

1

0

0

0

2

1

Oracle 8 

Enterprise 

0

0

0

0

1

0

0

0

1

0

Total 0

0

1

1

4

1

0

0

5

2

None BlueZone 0

0

0

0

1

1

0

0

1

1

Total 0

0

0

0

1

1

0

0

1

1

Password BlueZone 0

0

0

0

1

1

0

0

1

1

None 0

0

0

0

1

0

0

0

1

0

Utah Master 

Directory

0

0

0

0

10

6

0

0

10

6

Total 0

0

0

0

12

7

0

0

12

7



Critical High Low Medium Total

Help Desk Application Reporting Internet 

Explorer

0

0

0

0

3

3

0

0

3

3

Microsoft Word 0

0

0

0

1

1

0

0

1

1

Novell 

GroupWise

0

0

0

0

1

1

0

0

1

1

Remedy 

Service 

0

0

0

0

1

1

0

0

1

1

Total 0

0

0

0

6

6

0

0

6

6

Total 0

0

1

1

23

15

0

0

24

16

Mainframe Password BlueZone 0

0

0

0

1

1

0

0

1

1

Total 0

0

0

0

1

1

0

0

1

1

Total 0

0

0

0

1

1

0

0

1

1

Mobile Devices None BlackBerry 0

0

0

0

1

1

0

0

1

1

Total 0

0

0

0

1

1

0

0

1

1

Total 0

0

0

0

1

1

0

0

1

1

Network Error None 0

0

0

0

3

2

0

0

3

2

Novell Client 

for 32-bit 

0

0

0

0

1

1

0

0

1

1

Total 0

0

0

0

4

3

0

0

4

3

None None 0

0

0

0

1

1

0

0

1

1



Critical High Low Medium Total

Help Desk Network None Total 0

0

0

0

1

1

0

0

1

1

Password Novell Client 

for 32-bit 

0

0

0

0

3

3

0

0

3

3

Total 0

0

0

0

3

3

0

0

3

3

Performance Novell Client 

for 32-bit 

0

0

0

0

1

1

0

0

1

1

Total 0

0

0

0

1

1

0

0

1

1

Total 0

0

0

0

9

8

0

0

9

8

PC/Laptop Error None 0

0

0

0

2

2

0

0

2

2

Total 0

0

0

0

2

2

0

0

2

2

Hardware None 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

3

2

0

0

3

2

Print/Copy/Sca

n/Fax

Incident None 0

0

0

0

1

1

0

0

1

1

Total 0

0

0

0

1

1

0

0

1

1

Total 0

0

0

0

1

1

0

0

1

1

Server None None 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0



Critical High Low Medium Total

Help Desk Server Total 0

0

0

0

1

0

0

0

1

0

Telecom None None 0

0

0

0

2

2

0

0

2

2

Total 0

0

0

0

2

2

0

0

2

2

Voice Mail None 0

0

0

0

1

1

0

0

1

1

Total 0

0

0

0

1

1

0

0

1

1

Total 0

0

0

0

3

3

0

0

3

3

Total 0
0

1
1

42
31

0
0

43
32

Internal 

Application 

Development 

and Support

Application Error Remedy 

Incident 

0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0
0

0
0

1
0

0
0

1
0

Metro A Help 

Desk

Network Incident None 0

0

0

0

1

1

0

0

1

1

Total 0

0

0

0

1

1

0

0

1

1

Total 0

0

0

0

1

1

0

0

1

1

Total 0
0

0
0

1
1

0
0

1
1

Metro C 

Desktop 

Support

_No Tier 2 None None 0

0

0

0

3

0

0

0

3

0



Critical High Low Medium Total

Metro C 

Desktop 

Support

_No Tier 2 None Total 0

0

0

0

3

0

0

0

3

0

Total 0

0

0

0

3

0

0

0

3

0

Application Error Novell 

GroupWise

0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Network Error None 0

0

0

0

1

0

0

0

1

0

Novell Client 

for 32-bit 

0

0

0

0

2

0

0

0

2

0

Total 0

0

0

0

3

0

0

0

3

0

Total 0

0

0

0

3

0

0

0

3

0

PC/Laptop Error None 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Hardware None 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

2

0

0

0

2

0

Total 0
0

0
0

9
0

0
0

9
0

Metro D 

Desktop 

Support

_No Tier 2 None None 0

0

0

0

11

0

4

0

15

0



Critical High Low Medium Total

Metro D 

Desktop 

Support

_No Tier 2 None Total 0

0

0

0

11

0

4

0

15

0

Total 0

0

0

0

11

0

4

0

15

0

Application Error Adobe Reader 0

0

0

0

1

0

0

0

1

0

BMI 0

0

0

0

1

0

0

0

1

0

Internet 

Explorer

0

0

0

0

3

0

0

0

3

0

Microsoft Office 0

0

0

0

1

0

0

0

1

0

Microsoft 

Windows XP 

0

0

0

0

1

0

0

0

1

0

Microsoft Word 0

0

0

0

1

0

1

0

2

0

None 0

0

0

0

10

1

0

0

10

1

Novell 

GroupWise

0

0

0

0

9

0

0

0

9

0

Novell 

Messenger

0

0

0

0

1

0

0

0

1

0

PGP 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

29

1

1

0

30

1

None Newborn 

Screening - 

0

0

0

0

1

0

0

0

1

0

None 0

0

0

0

12

2

0

0

12

2

Novell Client 

for 32-bit 

0

0

0

0

1

0

0

0

1

0



Critical High Low Medium Total

Metro D 

Desktop 

Support

Application None Novell 

GroupWise

0

0

0

0

7

0

0

0

7

0

Total 0

0

0

0

21

2

0

0

21

2

Reporting JavaPC 0

0

0

0

1

0

0

0

1

0

None 0

0

0

0

12

0

0

0

12

0

Novell 

GroupWise

0

0

0

0

4

0

0

0

4

0

Total 0

0

0

0

17

0

0

0

17

0

Total 0

0

0

0

67

3

1

0

68

3

Network Error None 0

0

0

0

10

2

2

0

12

2

Novell Client 

for 32-bit 

0

0

0

0

5

0

0

0

5

0

Total 0

0

0

0

15

2

2

0

17

2

Incident None 0

0

0

0

4

1

0

0

4

1

Novell Client 

for 32-bit 

0

0

0

0

3

1

0

0

3

1

Total 0

0

0

0

7

2

0

0

7

2

None Novell Client 

for 32-bit 

0

0

0

0

5

0

0

0

5

0

Total 0

0

0

0

5

0

0

0

5

0

Password None 0

0

0

0

1

0

0

0

1

0



Critical High Low Medium Total

Metro D 

Desktop 

Support

Network Password Novell Client 

for 32-bit 

0

0

0

0

3

0

0

0

3

0

Total 0

0

0

0

4

0

0

0

4

0

Performance None 0

0

0

0

3

0

0

0

3

0

Total 0

0

0

0

3

0

0

0

3

0

Total 0

0

0

0

34

4

2

0

36

4

PC/Laptop Error None 0

0

0

0

11

1

2

0

13

1

Novell Client 

for 32-bit 

0

0

0

0

2

0

0

0

2

0

Total 0

0

0

0

13

1

2

0

15

1

Hardware Microsoft 

Windows XP 

0

0

0

0

1

1

0

0

1

1

None 0

0

0

0

8

0

0

0

8

0

Total 0

0

0

0

9

1

0

0

9

1

None None 0

0

0

0

1

1

0

0

1

1

Total 0

0

0

0

1

1

0

0

1

1

Performance Microsoft 

Windows XP 

0

0

0

0

1

0

0

0

1

0

None 0

0

0

0

5

1

0

0

5

1

Total 0

0

0

0

6

1

0

0

6

1



Critical High Low Medium Total

Metro D 

Desktop 

Support

PC/Laptop Total 0

0

0

0

29

4

2

0

31

4

Print/Copy/Sca

n/Fax

Error Code None 0

0

0

0

3

1

0

0

3

1

Total 0

0

0

0

3

1

0

0

3

1

Incident Microsoft 

Windows XP 

0

0

0

0

1

0

0

0

1

0

None 0

0

0

0

8

1

0

0

8

1

Novell iPrint 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

10

1

0

0

10

1

None Novell Client 

for 32-bit 

0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

14

2

0

0

14

2

Total 0
0

0
0

155
13

9
0

164
13

Metro D Help 

Desk

_No Tier 2 None None 0

0

0

0

7

0

1

0

8

0

Total 0

0

0

0

7

0

1

0

8

0

Total 0

0

0

0

7

0

1

0

8

0

Application Error Employee 

Gateway

0

0

0

0

1

0

0

0

1

0

Medicaid 

Managed 

0

0

0

0

1

0

0

0

1

0



Critical High Low Medium Total

Metro D Help 

Desk

Application Error None 0

0

0

0

3

0

0

0

3

0

Novell 

GroupWise

0

0

0

0

4

3

0

0

4

3

Novell 

Messenger

0

0

0

0

1

1

0

0

1

1

Utah Master 

Directory

0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

11

4

0

0

11

4

None None 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Password Dentrix 0

0

0

0

1

0

0

0

1

0

Microsoft 

Windows XP 

0

0

0

0

1

0

0

0

1

0

Novell Client 

for 32-bit 

0

0

0

0

1

0

0

0

1

0

Novell 

GroupWise

0

0

0

0

2

1

0

0

2

1

Novell 

Messenger

0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

6

1

0

0

6

1

Reporting None 0

0

0

0

1

1

0

0

1

1

Novell 

GroupWise

0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

2

1

0

0

2

1



Critical High Low Medium Total

Metro D Help 

Desk

Application Total 0

0

0

0

20

6

0

0

20

6

Mobile Devices None BlackBerry 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Network Error None 0

0

0

0

3

0

0

0

3

0

Novell Client 

for 32-bit 

0

0

0

0

4

2

0

0

4

2

Total 0

0

0

0

7

2

0

0

7

2

Incident None 0

0

0

0

1

0

0

0

1

0

Novell Client 

for 32-bit 

0

0

0

0

0

0

1

0

1

0

Total 0

0

0

0

1

0

1

0

2

0

Password Novell Client 

for 32-bit 

0

0

0

0

10

6

0

0

10

6

Total 0

0

0

0

10

6

0

0

10

6

Total 0

0

0

0

18

8

1

0

19

8

PC/Laptop Error None 0

0

0

0

2

2

0

0

2

2

Total 0

0

0

0

2

2

0

0

2

2

Hardware None 0

0

0

0

3

0

0

0

3

0



Critical High Low Medium Total

Metro D Help 

Desk

PC/Laptop Hardware Total 0

0

0

0

3

0

0

0

3

0

None None 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Password None 0

0

0

0

1

1

0

0

1

1

Total 0

0

0

0

1

1

0

0

1

1

Performance None 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

8

3

0

0

8

3

Print/Copy/Sca

n/Fax

None None 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Paper Jam None 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

2

0

0

0

2

0

Total 0
0

0
0

56
17

2
0

58
17

Metro D 

Hosting

_No Tier 2 None None 0

0

0

0

7

0

3

0

10

0

Total 0

0

0

0

7

0

3

0

10

0



Critical High Low Medium Total

Metro D 

Hosting

_No Tier 2 Total 0

0

0

0

7

0

3

0

10

0

Application Error Citrix ICA 

Client

0

0

0

0

1

0

0

0

1

0

Citrix 

Installation 

0

0

0

0

4

0

0

0

4

0

Dentrix 0

0

0

0

3

0

0

0

3

0

Laboratory 

Information 

0

0

0

0

1

0

0

0

1

0

Microsoft Word 0

0

0

0

1

0

0

0

1

0

None 0

0

0

0

17

0

5

0

22

0

Novell 

GroupWise

0

0

0

0

3

0

0

0

3

0

Total 0

0

0

0

30

0

5

0

35

0

None Dentrix 0

0

0

0

1

0

0

0

1

0

HiTrack 0

0

0

0

1

0

0

0

1

0

None 0

0

0

0

3

0

2

0

5

0

Novell Client 

for 32-bit 

0

0

0

0

2

0

0

0

2

0

Total 0

0

0

0

7

0

2

0

9

0

Password Citrix ICA 

Client

0

0

0

0

1

0

0

0

1

0

None 0

0

0

0

1

0

0

0

1

0



Critical High Low Medium Total

Metro D 

Hosting

Application Password Total 0

0

0

0

2

0

0

0

2

0

Reporting None 0

0

0

0

2

0

0

0

2

0

Total 0

0

0

0

2

0

0

0

2

0

Total 0

0

0

0

41

0

7

0

48

0

Network Error None 0

0

0

0

5

0

1

0

6

0

Novell Client 

for 32-bit 

0

0

1

0

1

0

0

0

2

0

Total 0

0

1

0

6

0

1

0

8

0

Incident Citrix 

Installation 

0

0

0

0

0

0

2

0

2

0

None 0

0

0

0

3

0

1

0

4

0

Total 0

0

0

0

3

0

3

0

6

0

Password Novell Client 

for 32-bit 

0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0

0

1

0

10

0

4

0

15

0

Print/Copy/Sca

n/Fax

Incident None 0

0

0

0

5

0

0

0

5

0

Novell iPrint 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

6

0

0

0

6

0



Critical High Low Medium Total

Metro D 

Hosting

Print/Copy/Sca

n/Fax

Total 0

0

0

0

6

0

0

0

6

0

Remote 

Connectivity

Error None 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Server Error None 0

0

0

0

7

0

1

0

8

0

Utah Master 

Directory

0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

8

0

1

0

9

0

Total 0

0

0

0

8

0

1

0

9

0

Total 0
0

1
0

73
0

15
0

89
0

Metro D 

Network

_No Tier 2 None None 0

0

0

0

0

0

1

0

1

0

Total 0

0

0

0

0

0

1

0

1

0

Total 0

0

0

0

0

0

1

0

1

0

Application Error None 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Network Error None 0

0

0

0

1

0

0

0

1

0



Critical High Low Medium Total

Metro D 

Network

Network Error Total 0

0

0

0

1

0

0

0

1

0

Incident None 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Password Novell Client 

for 32-bit 

0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

3

0

0

0

3

0

PC/Laptop Error None 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0
0

0
0

5
0

1
0

6
0

Metro D North 

Desktop 

Support

_No Tier 2 None Microsoft 

Windows XP 

0

0

0

0

1

1

0

0

1

1

None 0

0

0

0

6

2

0

0

6

2

Novell Client 

for 32-bit 

0

0

0

0

1

1

0

0

1

1

WordPerfect 

Office 2002

0

0

0

0

1

1

0

0

1

1

Total 0

0

0

0

9

5

0

0

9

5

Total 0

0

0

0

9

5

0

0

9

5



Critical High Low Medium Total

Metro D North 

Desktop 

Support

Application Error PGP 0

0

0

0

2

2

0

0

2

2

Systm Microsoft 

Windows XP 

0

0

0

0

1

1

0

0

1

1

Total 0

0

0

0

3

3

0

0

3

3

Total 0

0

0

0

3

3

0

0

3

3

Network Incident None 0

0

0

0

4

3

0

0

4

3

Total 0

0

0

0

4

3

0

0

4

3

Password None 0

0

0

0

2

1

0

0

2

1

Total 0

0

0

0

2

1

0

0

2

1

Total 0

0

0

0

6

4

0

0

6

4

PC/Laptop Virus None 0

0

0

0

1

1

0

0

1

1

Total 0

0

0

0

1

1

0

0

1

1

Total 0

0

0

0

1

1

0

0

1

1

Print/Copy/Sca

n/Fax

Incident None 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0
0

0
0

20
13

0
0

20
13



Critical High Low Medium Total

Operations 

Production 

Control

_No Tier 2 None None 0

0

0

0

9

0

0

0

9

0

Total 0

0

0

0

9

0

0

0

9

0

Total 0

0

0

0

9

0

0

0

9

0

Application Password BlueZone 0

0

0

0

1

0

0

0

1

0

Medicaid 

Managed 

0

0

0

0

5

0

0

0

5

0

None 0

0

0

0

3

0

0

0

3

0

Public 

Assistance 

0

0

0

0

1

0

0

0

1

0

Utah Master 

Directory

0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

11

0

0

0

11

0

Total 0

0

0

0

11

0

0

0

11

0

Mainframe Error BlueZone 0

0

0

0

1

0

0

0

1

0

Medicaid 

Managed 

0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

2

0

0

0

2

0

Password BlueZone 0

0

0

0

7

1

0

0

7

1

Medicaid 

Managed 

0

0

0

0

2

0

0

0

2

0

None 0

0

0

0

8

0

0

0

8

0



Critical High Low Medium Total

Operations 

Production 

Control

Mainframe Password Total 0

0

0

0

17

1

0

0

17

1

Total 0

0

0

0

19

1

0

0

19

1

Total 0
0

0
0

39
1

0
0

39
1

Rural Central 

Desktop 

Support

Application None Microsoft 

Windows XP 

0

0

0

0

1

1

0

0

1

1

None 0

0

0

0

1

1

0

0

1

1

Total 0

0

0

0

2

2

0

0

2

2

Total 0

0

0

0

2

2

0

0

2

2

PC/Laptop Virus None 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0
0

0
0

3
2

0
0

3
2

Rural South 

Desktop 

Support

Application None Novell 

GroupWise

0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0
0

0
0

1
0

0
0

1
0

Security Application Error Internet 

Explorer

0

0

0

0

1

0

0

0

1

0



Critical High Low Medium Total

Security Application Error Total 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Network Error None 0

0

0

0

4

0

0

0

4

0

Total 0

0

0

0

4

0

0

0

4

0

Total 0

0

0

0

4

0

0

0

4

0

Total 0
0

0
0

5
0

0
0

5
0

Technical 

Lead/Project 

Manager

_No Tier 2 None None 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Application Error Medicaid 

Managed 

0

0

0

0

1

0

0

0

1

0

Microsoft Excel 0

0

0

0

1

0

0

0

1

0

Microsoft 

Windows XP 

0

0

0

0

1

0

0

0

1

0

None 0

0

0

0

3

0

0

0

3

0

Total 0

0

0

0

6

0

0

0

6

0

None None 0

0

0

0

2

0

0

0

2

0

Total 0

0

0

0

2

0

0

0

2

0



Critical High Low Medium Total

Technical 

Lead/Project 

Manager

Application Password None 0

0

0

0

1

0

0

0

1

0

Novell 

GroupWise

0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

2

0

0

0

2

0

SSL Certificate None 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

11

0

0

0

11

0

Network Error Internet 

Explorer

0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

None None 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Password Novell Client 

for 32-bit 

0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

3

0

0

0

3

0

PC/Laptop Error Microsoft 

Windows XP 

0

0

0

0

1

0

0

0

1

0

None 0

0

0

0

3

0

0

0

3

0

Total 0

0

0

0

4

0

0

0

4

0



Critical High Low Medium Total

Technical 

Lead/Project 

Manager

PC/Laptop Hardware None 0

0

0

0

2

0

0

0

2

0

Total 0

0

0

0

2

0

0

0

2

0

Password None 0

0

0

0

1

1

0

0

1

1

Total 0

0

0

0

1

1

0

0

1

1

Total 0

0

0

0

7

1

0

0

7

1

Print/Copy/Sca

n/Fax

Error Code Novell iPrint 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Incident None 0

0

0

0

2

0

0

0

2

0

Total 0

0

0

0

2

0

0

0

2

0

Total 0

0

0

0

3

0

0

0

3

0

Total 0
0

0
0

25
1

0
0

25
1

Voice 

Operations

_No Tier 2 None None 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Telecom Area Code None 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0



Critical High Low Medium Total

Voice 

Operations

Telecom Call/Receive None 0

0

0

0

3

0

0

0

3

0

Total 0

0

0

0

3

0

0

0

3

0

Dial Tone None 0

0

1

0

1

0

1

0

3

0

Total 0

0

1

0

1

0

1

0

3

0

Feature None 0

0

0

0

3

0

2

0

5

0

Telephone 0

0

0

0

2

0

0

0

2

0

Total 0

0

0

0

5

0

2

0

7

0

Hardware None 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Voice Mail None 0

0

0

0

8

0

0

0

8

0

Telephone 0

0

0

0

5

0

0

0

5

0

Total 0

0

0

0

13

0

0

0

13

0

Total 0

0

1

0

24

0

3

0

28

0

Total 0
0

1
0

25
0

3
0

29
0

Voice/Data/WA

N Services

Telecom Dial Tone None 0

0

0

0

3

0

0

0

3

0

Telephone 0

0

0

0

3

0

0

0

3

0



Critical High Low Medium Total

Voice/Data/WA

N Services

Telecom Dial Tone Total 0

0

0

0

6

0

0

0

6

0

Hardware Telephone 0

0

0

0

2

0

0

0

2

0

Total 0

0

0

0

2

0

0

0

2

0

Total 0

0

0

0

8

0

0

0

8

0

Total 0
0

0
0

8
0

0
0

8
0

WIC Tech 

Support

Application Error Women, Infant, 

and Children 

0

0

2

0

6

5

1

0

9

5

Total 0

0

2

0

6

5

1

0

9

5

Total 0

0

2

0

6

5

1

0

9

5

Total 0
0

2
0

6
5

1
0

9
5

Total 1
0

6
1

495
85

32
0

534
86



Critical High Low Medium Total

Application 

Support - DFI

Application Error None 0

0

0

0

2

0

0

0

2

0

Total 0

0

0

0

2

0

0

0

2

0

Total 0

0

0

0

2

0

0

0

2

0

Total 0
0

0
0

2
0

0
0

2
0

Application 

Support - EREP 

IA

_No Tier 2 None None 0

0

0

0

1

1

0

0

1

1

Total 0

0

0

0

1

1

0

0

1

1

Total 0

0

0

0

1

1

0

0

1

1

Total 0
0

0
0

1
1

0
0

1
1

Application 

Support - MMIS

Application Error Medicaid 

Managed 

0

0

0

0

3

3

1

1

4

4

Total 0

0

0

0

3

3

1

1

4

4

Total 0

0

0

0

3

3

1

1

4

4

Total 0
0

0
0

3
3

1
1

4
4

Missed Initial Response

Top Number - Total Incidents

Bottom Number - Missed Inital Response

Missed initial response tracks DTS' efforts to respond to customer incidents in accordance with enterprise standards. 

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and 

Critical within 30 clock minutes. 

Cells displayed show the number of incident responses that missed the enterprise standards during the reporting period. 



Critical High Low Medium Total

Application 

Support - WIC

Application None Novell 

GroupWise

0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Password Women, Infant, 

and Children 

0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

2

0

0

0

2

0

EIS Hardware PC/Laptop None 0

0

0

0

2

0

0

0

2

0

Total 0

0

0

0

2

0

0

0

2

0

Total 0

0

0

0

2

0

0

0

2

0

Total 0
0

0
0

4
0

0
0

4
0

Capitol 

Desktop 

Support

Application Error Novell 

GroupWise

0

0

0

0

2

1

0

0

2

1

Total 0

0

0

0

2

1

0

0

2

1

Reporting None 0

0

0

0

1

1

0

0

1

1

Total 0

0

0

0

1

1

0

0

1

1

Total 0

0

0

0

3

2

0

0

3

2

Mobile Devices Error BlackBerry 

Configuration

0

0

0

0

1

1

0

0

1

1

BlackBerry 

Enterprise 

0

0

0

0

1

0

0

0

1

0



Critical High Low Medium Total

Capitol 

Desktop 

Support

Mobile Devices Error Total 0

0

0

0

2

1

0

0

2

1

Total 0

0

0

0

2

1

0

0

2

1

Server Error None 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

None iPhone 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

2

0

0

0

2

0

Total 0
0

0
0

7
3

0
0

7
3

Capitol Hosting Application Error None 0

0

0

0

2

0

0

0

2

0

Total 0

0

0

0

2

0

0

0

2

0

Total 0

0

0

0

2

0

0

0

2

0

Server Error None 1

1

1

0

0

0

0

0

2

1

Total 1

1

1

0

0

0

0

0

2

1

Total 1

1

1

0

0

0

0

0

2

1

Total 1
1

1
0

2
0

0
0

4
1

Diebold EIS Hardware None None 0

0

0

0

2

0

0

0

2

0



Critical High Low Medium Total

Diebold EIS Hardware None Total 0

0

0

0

2

0

0

0

2

0

Total 0

0

0

0

2

0

0

0

2

0

Total 0
0

0
0

2
0

0
0

2
0

Help Desk Application Error Financial 

Information 

0

0

0

0

1

0

0

0

1

0

Microsoft Excel 0

0

0

0

1

0

0

0

1

0

None 0

0

1

0

1

0

0

0

2

0

Oracle 8 

Enterprise 

0

0

0

0

1

0

0

0

1

0

Total 0

0

1

0

4

0

0

0

5

0

None BlueZone 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Password BlueZone 0

0

0

0

1

0

0

0

1

0

None 0

0

0

0

1

1

0

0

1

1

Utah Master 

Directory

0

0

0

0

10

1

0

0

10

1

Total 0

0

0

0

12

2

0

0

12

2

Reporting Internet 

Explorer

0

0

0

0

3

0

0

0

3

0

Microsoft Word 0

0

0

0

1

0

0

0

1

0



Critical High Low Medium Total

Help Desk Application Reporting Novell 

GroupWise

0

0

0

0

1

0

0

0

1

0

Remedy 

Service 

0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

6

0

0

0

6

0

Total 0

0

1

0

23

2

0

0

24

2

Mainframe Password BlueZone 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Mobile Devices None BlackBerry 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Network Error None 0

0

0

0

3

0

0

0

3

0

Novell Client 

for 32-bit 

0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

4

0

0

0

4

0

None None 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Password Novell Client 

for 32-bit 

0

0

0

0

3

0

0

0

3

0



Critical High Low Medium Total

Help Desk Network Password Total 0

0

0

0

3

0

0

0

3

0

Performance Novell Client 

for 32-bit 

0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

9

0

0

0

9

0

PC/Laptop Error None 0

0

0

0

2

0

0

0

2

0

Total 0

0

0

0

2

0

0

0

2

0

Hardware None 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

3

0

0

0

3

0

Print/Copy/Sca

n/Fax

Incident None 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Server None None 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Telecom None None 0

0

0

0

2

0

0

0

2

0



Critical High Low Medium Total

Help Desk Telecom None Total 0

0

0

0

2

0

0

0

2

0

Voice Mail None 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

3

0

0

0

3

0

Total 0
0

1
0

42
2

0
0

43
2

Internal 

Application 

Development 

and Support

Application Error Remedy 

Incident 

0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0
0

0
0

1
0

0
0

1
0

Metro A Help 

Desk

Network Incident None 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0
0

0
0

1
0

0
0

1
0

Metro C 

Desktop 

Support

_No Tier 2 None None 0

0

0

0

3

1

0

0

3

1

Total 0

0

0

0

3

1

0

0

3

1

Total 0

0

0

0

3

1

0

0

3

1



Critical High Low Medium Total

Metro C 

Desktop 

Support

Application Error Novell 

GroupWise

0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Network Error None 0

0

0

0

1

1

0

0

1

1

Novell Client 

for 32-bit 

0

0

0

0

2

1

0

0

2

1

Total 0

0

0

0

3

2

0

0

3

2

Total 0

0

0

0

3

2

0

0

3

2

PC/Laptop Error None 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Hardware None 0

0

0

0

1

1

0

0

1

1

Total 0

0

0

0

1

1

0

0

1

1

Total 0

0

0

0

2

1

0

0

2

1

Total 0
0

0
0

9
4

0
0

9
4

Metro D 

Desktop 

Support

_No Tier 2 None None 0

0

0

0

11

0

4

0

15

0

Total 0

0

0

0

11

0

4

0

15

0

Total 0

0

0

0

11

0

4

0

15

0



Critical High Low Medium Total

Metro D 

Desktop 

Support

Application Error Adobe Reader 0

0

0

0

1

0

0

0

1

0

BMI 0

0

0

0

1

0

0

0

1

0

Internet 

Explorer

0

0

0

0

3

2

0

0

3

2

Microsoft Office 0

0

0

0

1

0

0

0

1

0

Microsoft 

Windows XP 

0

0

0

0

1

1

0

0

1

1

Microsoft Word 0

0

0

0

1

0

1

0

2

0

None 0

0

0

0

10

3

0

0

10

3

Novell 

GroupWise

0

0

0

0

9

1

0

0

9

1

Novell 

Messenger

0

0

0

0

1

1

0

0

1

1

PGP 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

29

8

1

0

30

8

None Newborn 

Screening - 

0

0

0

0

1

0

0

0

1

0

None 0

0

0

0

12

1

0

0

12

1

Novell Client 

for 32-bit 

0

0

0

0

1

0

0

0

1

0

Novell 

GroupWise

0

0

0

0

7

1

0

0

7

1

Total 0

0

0

0

21

2

0

0

21

2



Critical High Low Medium Total

Metro D 

Desktop 

Support

Application Reporting JavaPC 0

0

0

0

1

0

0

0

1

0

None 0

0

0

0

12

2

0

0

12

2

Novell 

GroupWise

0

0

0

0

4

1

0

0

4

1

Total 0

0

0

0

17

3

0

0

17

3

Total 0

0

0

0

67

13

1

0

68

13

Network Error None 0

0

0

0

10

3

2

1

12

4

Novell Client 

for 32-bit 

0

0

0

0

5

0

0

0

5

0

Total 0

0

0

0

15

3

2

1

17

4

Incident None 0

0

0

0

4

1

0

0

4

1

Novell Client 

for 32-bit 

0

0

0

0

3

0

0

0

3

0

Total 0

0

0

0

7

1

0

0

7

1

None Novell Client 

for 32-bit 

0

0

0

0

5

0

0

0

5

0

Total 0

0

0

0

5

0

0

0

5

0

Password None 0

0

0

0

1

0

0

0

1

0

Novell Client 

for 32-bit 

0

0

0

0

3

0

0

0

3

0

Total 0

0

0

0

4

0

0

0

4

0



Critical High Low Medium Total

Metro D 

Desktop 

Support

Network Performance None 0

0

0

0

3

1

0

0

3

1

Total 0

0

0

0

3

1

0

0

3

1

Total 0

0

0

0

34

5

2

1

36

6

PC/Laptop Error None 0

0

0

0

11

5

2

1

13

6

Novell Client 

for 32-bit 

0

0

0

0

2

0

0

0

2

0

Total 0

0

0

0

13

5

2

1

15

6

Hardware Microsoft 

Windows XP 

0

0

0

0

1

0

0

0

1

0

None 0

0

0

0

8

0

0

0

8

0

Total 0

0

0

0

9

0

0

0

9

0

None None 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Performance Microsoft 

Windows XP 

0

0

0

0

1

0

0

0

1

0

None 0

0

0

0

5

2

0

0

5

2

Total 0

0

0

0

6

2

0

0

6

2

Total 0

0

0

0

29

7

2

1

31

8

Print/Copy/Sca

n/Fax

Error Code None 0

0

0

0

3

3

0

0

3

3



Critical High Low Medium Total

Metro D 

Desktop 

Support

Print/Copy/Sca

n/Fax

Error Code Total 0

0

0

0

3

3

0

0

3

3

Incident Microsoft 

Windows XP 

0

0

0

0

1

0

0

0

1

0

None 0

0

0

0

8

1

0

0

8

1

Novell iPrint 0

0

0

0

1

1

0

0

1

1

Total 0

0

0

0

10

2

0

0

10

2

None Novell Client 

for 32-bit 

0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

14

5

0

0

14

5

Total 0
0

0
0

155
30

9
2

164
32

Metro D Help 

Desk

_No Tier 2 None None 0

0

0

0

7

1

1

0

8

1

Total 0

0

0

0

7

1

1

0

8

1

Total 0

0

0

0

7

1

1

0

8

1

Application Error Employee 

Gateway

0

0

0

0

1

1

0

0

1

1

Medicaid 

Managed 

0

0

0

0

1

0

0

0

1

0

None 0

0

0

0

3

0

0

0

3

0

Novell 

GroupWise

0

0

0

0

4

1

0

0

4

1



Critical High Low Medium Total

Metro D Help 

Desk

Application Error Novell 

Messenger

0

0

0

0

1

0

0

0

1

0

Utah Master 

Directory

0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

11

2

0

0

11

2

None None 0

0

0

0

1

1

0

0

1

1

Total 0

0

0

0

1

1

0

0

1

1

Password Dentrix 0

0

0

0

1

0

0

0

1

0

Microsoft 

Windows XP 

0

0

0

0

1

0

0

0

1

0

Novell Client 

for 32-bit 

0

0

0

0

1

0

0

0

1

0

Novell 

GroupWise

0

0

0

0

2

0

0

0

2

0

Novell 

Messenger

0

0

0

0

1

1

0

0

1

1

Total 0

0

0

0

6

1

0

0

6

1

Reporting None 0

0

0

0

1

0

0

0

1

0

Novell 

GroupWise

0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

2

0

0

0

2

0

Total 0

0

0

0

20

4

0

0

20

4

Mobile Devices None BlackBerry 0

0

0

0

1

0

0

0

1

0



Critical High Low Medium Total

Metro D Help 

Desk

Mobile Devices None Total 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Network Error None 0

0

0

0

3

2

0

0

3

2

Novell Client 

for 32-bit 

0

0

0

0

4

1

0

0

4

1

Total 0

0

0

0

7

3

0

0

7

3

Incident None 0

0

0

0

1

0

0

0

1

0

Novell Client 

for 32-bit 

0

0

0

0

0

0

1

1

1

1

Total 0

0

0

0

1

0

1

1

2

1

Password Novell Client 

for 32-bit 

0

0

0

0

10

3

0

0

10

3

Total 0

0

0

0

10

3

0

0

10

3

Total 0

0

0

0

18

6

1

1

19

7

PC/Laptop Error None 0

0

0

0

2

0

0

0

2

0

Total 0

0

0

0

2

0

0

0

2

0

Hardware None 0

0

0

0

3

0

0

0

3

0

Total 0

0

0

0

3

0

0

0

3

0

None None 0

0

0

0

1

0

0

0

1

0



Critical High Low Medium Total

Metro D Help 

Desk

PC/Laptop None Total 0

0

0

0

1

0

0

0

1

0

Password None 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Performance None 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

8

0

0

0

8

0

Print/Copy/Sca

n/Fax

None None 0

0

0

0

1

1

0

0

1

1

Total 0

0

0

0

1

1

0

0

1

1

Paper Jam None 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

2

1

0

0

2

1

Total 0
0

0
0

56
12

2
1

58
13

Metro D 

Hosting

_No Tier 2 None None 0

0

0

0

7

2

3

2

10

4

Total 0

0

0

0

7

2

3

2

10

4

Total 0

0

0

0

7

2

3

2

10

4

Application Error Citrix ICA 

Client

0

0

0

0

1

1

0

0

1

1



Critical High Low Medium Total

Metro D 

Hosting

Application Error Citrix 

Installation 

0

0

0

0

4

1

0

0

4

1

Dentrix 0

0

0

0

3

0

0

0

3

0

Laboratory 

Information 

0

0

0

0

1

0

0

0

1

0

Microsoft Word 0

0

0

0

1

0

0

0

1

0

None 0

0

0

0

17

2

5

3

22

5

Novell 

GroupWise

0

0

0

0

3

0

0

0

3

0

Total 0

0

0

0

30

4

5

3

35

7

None Dentrix 0

0

0

0

1

0

0

0

1

0

HiTrack 0

0

0

0

1

1

0

0

1

1

None 0

0

0

0

3

1

2

1

5

2

Novell Client 

for 32-bit 

0

0

0

0

2

2

0

0

2

2

Total 0

0

0

0

7

4

2

1

9

5

Password Citrix ICA 

Client

0

0

0

0

1

0

0

0

1

0

None 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

2

0

0

0

2

0

Reporting None 0

0

0

0

2

0

0

0

2

0



Critical High Low Medium Total

Metro D 

Hosting

Application Reporting Total 0

0

0

0

2

0

0

0

2

0

Total 0

0

0

0

41

8

7

4

48

12

Network Error None 0

0

0

0

5

2

1

1

6

3

Novell Client 

for 32-bit 

0

0

1

0

1

1

0

0

2

1

Total 0

0

1

0

6

3

1

1

8

4

Incident Citrix 

Installation 

0

0

0

0

0

0

2

1

2

1

None 0

0

0

0

3

2

1

1

4

3

Total 0

0

0

0

3

2

3

2

6

4

Password Novell Client 

for 32-bit 

0

0

0

0

1

1

0

0

1

1

Total 0

0

0

0

1

1

0

0

1

1

Total 0

0

1

0

10

6

4

3

15

9

Print/Copy/Sca

n/Fax

Incident None 0

0

0

0

5

1

0

0

5

1

Novell iPrint 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

6

1

0

0

6

1

Total 0

0

0

0

6

1

0

0

6

1

Remote 

Connectivity

Error None 0

0

0

0

1

0

0

0

1

0



Critical High Low Medium Total

Metro D 

Hosting

Remote 

Connectivity

Error Total 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Server Error None 0

0

0

0

7

5

1

0

8

5

Utah Master 

Directory

0

0

0

0

1

1

0

0

1

1

Total 0

0

0

0

8

6

1

0

9

6

Total 0

0

0

0

8

6

1

0

9

6

Total 0
0

1
0

73
23

15
9

89
32

Metro D 

Network

_No Tier 2 None None 0

0

0

0

0

0

1

0

1

0

Total 0

0

0

0

0

0

1

0

1

0

Total 0

0

0

0

0

0

1

0

1

0

Application Error None 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Network Error None 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Incident None 0

0

0

0

1

0

0

0

1

0



Critical High Low Medium Total

Metro D 

Network

Network Incident Total 0

0

0

0

1

0

0

0

1

0

Password Novell Client 

for 32-bit 

0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

3

0

0

0

3

0

PC/Laptop Error None 0

0

0

0

1

1

0

0

1

1

Total 0

0

0

0

1

1

0

0

1

1

Total 0

0

0

0

1

1

0

0

1

1

Total 0
0

0
0

5
1

1
0

6
1

Metro D North 

Desktop 

Support

_No Tier 2 None Microsoft 

Windows XP 

0

0

0

0

1

0

0

0

1

0

None 0

0

0

0

6

0

0

0

6

0

Novell Client 

for 32-bit 

0

0

0

0

1

0

0

0

1

0

WordPerfect 

Office 2002

0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

9

0

0

0

9

0

Total 0

0

0

0

9

0

0

0

9

0

Application Error PGP 0

0

0

0

2

0

0

0

2

0

Systm Microsoft 

Windows XP 

0

0

0

0

1

0

0

0

1

0



Critical High Low Medium Total

Metro D North 

Desktop 

Support

Application Error Total 0

0

0

0

3

0

0

0

3

0

Total 0

0

0

0

3

0

0

0

3

0

Network Incident None 0

0

0

0

4

0

0

0

4

0

Total 0

0

0

0

4

0

0

0

4

0

Password None 0

0

0

0

2

0

0

0

2

0

Total 0

0

0

0

2

0

0

0

2

0

Total 0

0

0

0

6

0

0

0

6

0

PC/Laptop Virus None 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Print/Copy/Sca

n/Fax

Incident None 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0
0

0
0

20
0

0
0

20
0

Operations 

Production 

Control

_No Tier 2 None None 0

0

0

0

9

0

0

0

9

0

Total 0

0

0

0

9

0

0

0

9

0



Critical High Low Medium Total

Operations 

Production 

Control

_No Tier 2 Total 0

0

0

0

9

0

0

0

9

0

Application Password BlueZone 0

0

0

0

1

0

0

0

1

0

Medicaid 

Managed 

0

0

0

0

5

1

0

0

5

1

None 0

0

0

0

3

1

0

0

3

1

Public 

Assistance 

0

0

0

0

1

1

0

0

1

1

Utah Master 

Directory

0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

11

3

0

0

11

3

Total 0

0

0

0

11

3

0

0

11

3

Mainframe Error BlueZone 0

0

0

0

1

1

0

0

1

1

Medicaid 

Managed 

0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

2

1

0

0

2

1

Password BlueZone 0

0

0

0

7

1

0

0

7

1

Medicaid 

Managed 

0

0

0

0

2

0

0

0

2

0

None 0

0

0

0

8

0

0

0

8

0

Total 0

0

0

0

17

1

0

0

17

1

Total 0

0

0

0

19

2

0

0

19

2



Critical High Low Medium Total

Operations 

Production 

Control

Total 0
0

0
0

39
5

0
0

39
5

Rural Central 

Desktop 

Support

Application None Microsoft 

Windows XP 

0

0

0

0

1

0

0

0

1

0

None 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

2

0

0

0

2

0

Total 0

0

0

0

2

0

0

0

2

0

PC/Laptop Virus None 0

0

0

0

1

1

0

0

1

1

Total 0

0

0

0

1

1

0

0

1

1

Total 0

0

0

0

1

1

0

0

1

1

Total 0
0

0
0

3
1

0
0

3
1

Rural South 

Desktop 

Support

Application None Novell 

GroupWise

0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0
0

0
0

1
0

0
0

1
0

Security Application Error Internet 

Explorer

0

0

0

0

1

1

0

0

1

1

Total 0

0

0

0

1

1

0

0

1

1

Total 0

0

0

0

1

1

0

0

1

1



Critical High Low Medium Total

Security Network Error None 0

0

0

0

4

3

0

0

4

3

Total 0

0

0

0

4

3

0

0

4

3

Total 0

0

0

0

4

3

0

0

4

3

Total 0
0

0
0

5
4

0
0

5
4

Technical 

Lead/Project 

Manager

_No Tier 2 None None 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Application Error Medicaid 

Managed 

0

0

0

0

1

0

0

0

1

0

Microsoft Excel 0

0

0

0

1

0

0

0

1

0

Microsoft 

Windows XP 

0

0

0

0

1

0

0

0

1

0

None 0

0

0

0

3

1

0

0

3

1

Total 0

0

0

0

6

1

0

0

6

1

None None 0

0

0

0

2

2

0

0

2

2

Total 0

0

0

0

2

2

0

0

2

2

Password None 0

0

0

0

1

0

0

0

1

0

Novell 

GroupWise

0

0

0

0

1

0

0

0

1

0



Critical High Low Medium Total

Technical 

Lead/Project 

Manager

Application Password Total 0

0

0

0

2

0

0

0

2

0

SSL Certificate None 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

11

3

0

0

11

3

Network Error Internet 

Explorer

0

0

0

0

1

1

0

0

1

1

Total 0

0

0

0

1

1

0

0

1

1

None None 0

0

0

0

1

1

0

0

1

1

Total 0

0

0

0

1

1

0

0

1

1

Password Novell Client 

for 32-bit 

0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

3

2

0

0

3

2

PC/Laptop Error Microsoft 

Windows XP 

0

0

0

0

1

0

0

0

1

0

None 0

0

0

0

3

0

0

0

3

0

Total 0

0

0

0

4

0

0

0

4

0

Hardware None 0

0

0

0

2

0

0

0

2

0

Total 0

0

0

0

2

0

0

0

2

0



Critical High Low Medium Total

Technical 

Lead/Project 

Manager

PC/Laptop Password None 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

7

0

0

0

7

0

Print/Copy/Sca

n/Fax

Error Code Novell iPrint 0

0

0

0

1

1

0

0

1

1

Total 0

0

0

0

1

1

0

0

1

1

Incident None 0

0

0

0

2

1

0

0

2

1

Total 0

0

0

0

2

1

0

0

2

1

Total 0

0

0

0

3

2

0

0

3

2

Total 0
0

0
0

25
7

0
0

25
7

Voice 

Operations

_No Tier 2 None None 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Telecom Area Code None 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Call/Receive None 0

0

0

0

3

0

0

0

3

0

Total 0

0

0

0

3

0

0

0

3

0



Critical High Low Medium Total

Voice 

Operations

Telecom Dial Tone None 0

0

1

0

1

0

1

0

3

0

Total 0

0

1

0

1

0

1

0

3

0

Feature None 0

0

0

0

3

0

2

0

5

0

Telephone 0

0

0

0

2

0

0

0

2

0

Total 0

0

0

0

5

0

2

0

7

0

Hardware None 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Voice Mail None 0

0

0

0

8

0

0

0

8

0

Telephone 0

0

0

0

5

0

0

0

5

0

Total 0

0

0

0

13

0

0

0

13

0

Total 0

0

1

0

24

0

3

0

28

0

Total 0
0

1
0

25
0

3
0

29
0

Voice/Data/WA

N Services

Telecom Dial Tone None 0

0

0

0

3

0

0

0

3

0

Telephone 0

0

0

0

3

0

0

0

3

0

Total 0

0

0

0

6

0

0

0

6

0

Hardware Telephone 0

0

0

0

2

0

0

0

2

0



Critical High Low Medium Total

Voice/Data/WA

N Services

Telecom Hardware Total 0

0

0

0

2

0

0

0

2

0

Total 0

0

0

0

8

0

0

0

8

0

Total 0
0

0
0

8
0

0
0

8
0

WIC Tech 

Support

Application Error Women, Infant, 

and Children 

0

0

2

0

6

0

1

0

9

0

Total 0

0

2

0

6

0

1

0

9

0

Total 0

0

2

0

6

0

1

0

9

0

Total 0
0

2
0

6
0

1
0

9
0

Total 1
1

6
0

495
96

32
13

534
110



Average Time To Initial Response

Top Number - Total Incidents

Bottom Number -Average time in hours

Average time to initial response tracks DTS' efforts in responding to customer incidents based upon established enterprise standards. 

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and 

Critical within 30 clock hour minutes. 

Cells displayed show the number of incidents and the average time it took DTS to respond to the customer's problem.

Critical High Low Medium Total

Application 

Support - DFI

Application Error None 0

0.00

0

0.00

2

0.34

0

0.00

2

0.34

Total 0

0.00

0

0.00

2

0.34

0

0.00

2

0.34

Total 0

0.00

0

0.00

2

0.34

0

0.00

2

0.34

Total 0
0.00

0
0.00

2
0.34

0
0.00

2
0.34

Application 

Support - EREP 

IA

_No Tier 2 None None 0

0.00

0

0.00

1

4.12

0

0.00

1

4.12

Total 0

0.00

0

0.00

1

4.12

0

0.00

1

4.12

Total 0

0.00

0

0.00

1

4.12

0

0.00

1

4.12

Total 0
0.00

0
0.00

1
4.12

0
0.00

1
4.12

Application 

Support - MMIS

Application Error Medicaid 

Managed 

0

0.00

0

0.00

3

82.49

1

5.72

4

63.30

Total 0

0.00

0

0.00

3

82.49

1

5.72

4

63.30

Total 0

0.00

0

0.00

3

82.49

1

5.72

4

63.30

Total 0
0.00

0
0.00

3
82.49

1
5.72

4
63.30

Application 

Support - WIC

Application None Novell 

GroupWise

0

0.00

0

0.00

1

0.00

0

0.00

1

0.00



Critical High Low Medium Total

Application 

Support - WIC

Application None Total 0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Password Women, Infant, 

and Children 

0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

0

0.00

2

0.00

0

0.00

2

0.00

EIS Hardware PC/Laptop None 0

0.00

0

0.00

2

0.00

0

0.00

2

0.00

Total 0

0.00

0

0.00

2

0.00

0

0.00

2

0.00

Total 0

0.00

0

0.00

2

0.00

0

0.00

2

0.00

Total 0
0.00

0
0.00

4
0.00

0
0.00

4
0.00

Capitol 

Desktop 

Support

Application Error Novell 

GroupWise

0

0.00

0

0.00

2

4.39

0

0.00

2

4.39

Total 0

0.00

0

0.00

2

4.39

0

0.00

2

4.39

Reporting None 0

0.00

0

0.00

1

5.49

0

0.00

1

5.49

Total 0

0.00

0

0.00

1

5.49

0

0.00

1

5.49

Total 0

0.00

0

0.00

3

4.76

0

0.00

3

4.76

Mobile Devices Error BlackBerry 

Configuration

0

0.00

0

0.00

1

1.11

0

0.00

1

1.11

BlackBerry 

Enterprise 

0

0.00

0

0.00

1

0.05

0

0.00

1

0.05

Total 0

0.00

0

0.00

2

0.58

0

0.00

2

0.58



Critical High Low Medium Total

Capitol 

Desktop 

Support

Mobile Devices Total 0

0.00

0

0.00

2

0.58

0

0.00

2

0.58

Server Error None 0

0.00

0

0.00

1

0.42

0

0.00

1

0.42

Total 0

0.00

0

0.00

1

0.42

0

0.00

1

0.42

None iPhone 0

0.00

0

0.00

1

0.29

0

0.00

1

0.29

Total 0

0.00

0

0.00

1

0.29

0

0.00

1

0.29

Total 0

0.00

0

0.00

2

0.36

0

0.00

2

0.36

Total 0
0.00

0
0.00

7
2.31

0
0.00

7
2.31

Capitol Hosting Application Error None 0

0.00

0

0.00

2

0.12

0

0.00

2

0.12

Total 0

0.00

0

0.00

2

0.12

0

0.00

2

0.12

Total 0

0.00

0

0.00

2

0.12

0

0.00

2

0.12

Server Error None 1

0.55

1

0.11

0

0.00

0

0.00

2

0.33

Total 1

0.55

1

0.11

0

0.00

0

0.00

2

0.33

Total 1

0.55

1

0.11

0

0.00

0

0.00

2

0.33

Total 1
0.55

1
0.11

2
0.12

0
0.00

4
0.22

Diebold EIS Hardware None None 0

0.00

0

0.00

2

0.31

0

0.00

2

0.31

Total 0

0.00

0

0.00

2

0.31

0

0.00

2

0.31



Critical High Low Medium Total

Diebold EIS Hardware Total 0

0.00

0

0.00

2

0.31

0

0.00

2

0.31

Total 0
0.00

0
0.00

2
0.31

0
0.00

2
0.31

Help Desk Application Error Financial 

Information 

0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Microsoft Excel 0

0.00

0

0.00

1

0.26

0

0.00

1

0.26

None 0

0.00

1

0.00

1

0.00

0

0.00

2

0.00

Oracle 8 

Enterprise 

0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

4

0.06

0

0.00

5

0.05

None BlueZone 0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Password BlueZone 0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

None 0

0.00

0

0.00

1

1.18

0

0.00

1

1.18

Utah Master 

Directory

0

0.00

0

0.00

10

0.31

0

0.00

10

0.31

Total 0

0.00

0

0.00

12

0.35

0

0.00

12

0.35

Reporting Internet 

Explorer

0

0.00

0

0.00

3

0.00

0

0.00

3

0.00

Microsoft Word 0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Novell 

GroupWise

0

0.00

0

0.00

1

0.00

0

0.00

1

0.00



Critical High Low Medium Total

Help Desk Application Reporting Remedy 

Service 

0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

0

0.00

6

0.00

0

0.00

6

0.00

Total 0

0.00

1

0.00

23

0.20

0

0.00

24

0.19

Mainframe Password BlueZone 0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Mobile Devices None BlackBerry 0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Network Error None 0

0.00

0

0.00

3

0.00

0

0.00

3

0.00

Novell Client 

for 32-bit 

0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

0

0.00

4

0.00

0

0.00

4

0.00

None None 0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Password Novell Client 

for 32-bit 

0

0.00

0

0.00

3

0.00

0

0.00

3

0.00

Total 0

0.00

0

0.00

3

0.00

0

0.00

3

0.00



Critical High Low Medium Total

Help Desk Network Performance Novell Client 

for 32-bit 

0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

0

0.00

9

0.00

0

0.00

9

0.00

PC/Laptop Error None 0

0.00

0

0.00

2

0.00

0

0.00

2

0.00

Total 0

0.00

0

0.00

2

0.00

0

0.00

2

0.00

Hardware None 0

0.00

0

0.00

1

0.20

0

0.00

1

0.20

Total 0

0.00

0

0.00

1

0.20

0

0.00

1

0.20

Total 0

0.00

0

0.00

3

0.07

0

0.00

3

0.07

Print/Copy/Sca

n/Fax

Incident None 0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Server None None 0

0.00

0

0.00

1

0.18

0

0.00

1

0.18

Total 0

0.00

0

0.00

1

0.18

0

0.00

1

0.18

Total 0

0.00

0

0.00

1

0.18

0

0.00

1

0.18

Telecom None None 0

0.00

0

0.00

2

0.00

0

0.00

2

0.00

Total 0

0.00

0

0.00

2

0.00

0

0.00

2

0.00



Critical High Low Medium Total

Help Desk Telecom Voice Mail None 0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

0

0.00

3

0.00

0

0.00

3

0.00

Total 0
0.00

1
0.00

42
0.12

0
0.00

43
0.11

Internal 

Application 

Development 

and Support

Application Error Remedy 

Incident 

0

0.00

0

0.00

1

0.54

0

0.00

1

0.54

Total 0

0.00

0

0.00

1

0.54

0

0.00

1

0.54

Total 0

0.00

0

0.00

1

0.54

0

0.00

1

0.54

Total 0
0.00

0
0.00

1
0.54

0
0.00

1
0.54

Metro A Help 

Desk

Network Incident None 0

0.00

0

0.00

1

0.99

0

0.00

1

0.99

Total 0

0.00

0

0.00

1

0.99

0

0.00

1

0.99

Total 0

0.00

0

0.00

1

0.99

0

0.00

1

0.99

Total 0
0.00

0
0.00

1
0.99

0
0.00

1
0.99

Metro C 

Desktop 

Support

_No Tier 2 None None 0

0.00

0

0.00

3

2.31

0

0.00

3

2.31

Total 0

0.00

0

0.00

3

2.31

0

0.00

3

2.31

Total 0

0.00

0

0.00

3

2.31

0

0.00

3

2.31

Application Error Novell 

GroupWise

0

0.00

0

0.00

1

0.35

0

0.00

1

0.35



Critical High Low Medium Total

Metro C 

Desktop 

Support

Application Error Total 0

0.00

0

0.00

1

0.35

0

0.00

1

0.35

Total 0

0.00

0

0.00

1

0.35

0

0.00

1

0.35

Network Error None 0

0.00

0

0.00

1

1.30

0

0.00

1

1.30

Novell Client 

for 32-bit 

0

0.00

0

0.00

2

0.93

0

0.00

2

0.93

Total 0

0.00

0

0.00

3

1.05

0

0.00

3

1.05

Total 0

0.00

0

0.00

3

1.05

0

0.00

3

1.05

PC/Laptop Error None 0

0.00

0

0.00

1

0.15

0

0.00

1

0.15

Total 0

0.00

0

0.00

1

0.15

0

0.00

1

0.15

Hardware None 0

0.00

0

0.00

1

3.62

0

0.00

1

3.62

Total 0

0.00

0

0.00

1

3.62

0

0.00

1

3.62

Total 0

0.00

0

0.00

2

1.89

0

0.00

2

1.89

Total 0
0.00

0
0.00

9
1.58

0
0.00

9
1.58

Metro D 

Desktop 

Support

_No Tier 2 None None 0

0.00

0

0.00

11

0.16

4

0.16

15

0.16

Total 0

0.00

0

0.00

11

0.16

4

0.16

15

0.16

Total 0

0.00

0

0.00

11

0.16

4

0.16

15

0.16

Application Error Adobe Reader 0

0.00

0

0.00

1

0.18

0

0.00

1

0.18



Critical High Low Medium Total

Metro D 

Desktop 

Support

Application Error BMI 0

0.00

0

0.00

1

0.76

0

0.00

1

0.76

Internet 

Explorer

0

0.00

0

0.00

3

0.90

0

0.00

3

0.90

Microsoft Office 0

0.00

0

0.00

1

0.36

0

0.00

1

0.36

Microsoft 

Windows XP 

0

0.00

0

0.00

1

1.34

0

0.00

1

1.34

Microsoft Word 0

0.00

0

0.00

1

0.13

1

0.66

2

0.39

None 0

0.00

0

0.00

10

0.73

0

0.00

10

0.73

Novell 

GroupWise

0

0.00

0

0.00

9

0.33

0

0.00

9

0.33

Novell 

Messenger

0

0.00

0

0.00

1

1.09

0

0.00

1

1.09

PGP 0

0.00

0

0.00

1

0.20

0

0.00

1

0.20

Total 0

0.00

0

0.00

29

0.59

1

0.66

30

0.59

None Newborn 

Screening - 

0

0.00

0

0.00

1

0.08

0

0.00

1

0.08

None 0

0.00

0

0.00

12

0.34

0

0.00

12

0.34

Novell Client 

for 32-bit 

0

0.00

0

0.00

1

0.26

0

0.00

1

0.26

Novell 

GroupWise

0

0.00

0

0.00

7

0.51

0

0.00

7

0.51

Total 0

0.00

0

0.00

21

0.38

0

0.00

21

0.38

Reporting JavaPC 0

0.00

0

0.00

1

0.92

0

0.00

1

0.92



Critical High Low Medium Total

Metro D 

Desktop 

Support

Application Reporting None 0

0.00

0

0.00

12

0.43

0

0.00

12

0.43

Novell 

GroupWise

0

0.00

0

0.00

4

0.70

0

0.00

4

0.70

Total 0

0.00

0

0.00

17

0.52

0

0.00

17

0.52

Total 0

0.00

0

0.00

67

0.50

1

0.66

68

0.51

Network Error None 0

0.00

0

0.00

10

0.53

2

1.10

12

0.62

Novell Client 

for 32-bit 

0

0.00

0

0.00

5

0.21

0

0.00

5

0.21

Total 0

0.00

0

0.00

15

0.42

2

1.10

17

0.50

Incident None 0

0.00

0

0.00

4

0.43

0

0.00

4

0.43

Novell Client 

for 32-bit 

0

0.00

0

0.00

3

0.62

0

0.00

3

0.62

Total 0

0.00

0

0.00

7

0.52

0

0.00

7

0.52

None Novell Client 

for 32-bit 

0

0.00

0

0.00

5

0.42

0

0.00

5

0.42

Total 0

0.00

0

0.00

5

0.42

0

0.00

5

0.42

Password None 0

0.00

0

0.00

1

0.60

0

0.00

1

0.60

Novell Client 

for 32-bit 

0

0.00

0

0.00

3

0.59

0

0.00

3

0.59

Total 0

0.00

0

0.00

4

0.59

0

0.00

4

0.59

Performance None 0

0.00

0

0.00

3

0.48

0

0.00

3

0.48



Critical High Low Medium Total

Metro D 

Desktop 

Support

Network Performance Total 0

0.00

0

0.00

3

0.48

0

0.00

3

0.48

Total 0

0.00

0

0.00

34

0.47

2

1.10

36

0.50

PC/Laptop Error None 0

0.00

0

0.00

11

1.22

2

1.26

13

1.23

Novell Client 

for 32-bit 

0

0.00

0

0.00

2

0.48

0

0.00

2

0.48

Total 0

0.00

0

0.00

13

1.11

2

1.26

15

1.13

Hardware Microsoft 

Windows XP 

0

0.00

0

0.00

1

0.58

0

0.00

1

0.58

None 0

0.00

0

0.00

8

0.20

0

0.00

8

0.20

Total 0

0.00

0

0.00

9

0.24

0

0.00

9

0.24

None None 0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Performance Microsoft 

Windows XP 

0

0.00

0

0.00

1

0.05

0

0.00

1

0.05

None 0

0.00

0

0.00

5

0.94

0

0.00

5

0.94

Total 0

0.00

0

0.00

6

0.79

0

0.00

6

0.79

Total 0

0.00

0

0.00

29

0.73

2

1.26

31

0.77

Print/Copy/Sca

n/Fax

Error Code None 0

0.00

0

0.00

3

1.39

0

0.00

3

1.39

Total 0

0.00

0

0.00

3

1.39

0

0.00

3

1.39



Critical High Low Medium Total

Metro D 

Desktop 

Support

Print/Copy/Sca

n/Fax

Incident Microsoft 

Windows XP 

0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

None 0

0.00

0

0.00

8

0.26

0

0.00

8

0.26

Novell iPrint 0

0.00

0

0.00

1

1.24

0

0.00

1

1.24

Total 0

0.00

0

0.00

10

0.33

0

0.00

10

0.33

None Novell Client 

for 32-bit 

0

0.00

0

0.00

1

0.10

0

0.00

1

0.10

Total 0

0.00

0

0.00

1

0.10

0

0.00

1

0.10

Total 0

0.00

0

0.00

14

0.54

0

0.00

14

0.54

Total 0
0.00

0
0.00

155
0.52

9
0.67

164
0.53

Metro D Help 

Desk

_No Tier 2 None None 0

0.00

0

0.00

7

0.36

1

0.00

8

0.31

Total 0

0.00

0

0.00

7

0.36

1

0.00

8

0.31

Total 0

0.00

0

0.00

7

0.36

1

0.00

8

0.31

Application Error Employee 

Gateway

0

0.00

0

0.00

1

29.93

0

0.00

1

29.93

Medicaid 

Managed 

0

0.00

0

0.00

1

0.17

0

0.00

1

0.17

None 0

0.00

0

0.00

3

0.33

0

0.00

3

0.33

Novell 

GroupWise

0

0.00

0

0.00

4

1.01

0

0.00

4

1.01

Novell 

Messenger

0

0.00

0

0.00

1

0.00

0

0.00

1

0.00



Critical High Low Medium Total

Metro D Help 

Desk

Application Error Utah Master 

Directory

0

0.00

0

0.00

1

0.13

0

0.00

1

0.13

Total 0

0.00

0

0.00

11

3.21

0

0.00

11

3.21

None None 0

0.00

0

0.00

1

5.26

0

0.00

1

5.26

Total 0

0.00

0

0.00

1

5.26

0

0.00

1

5.26

Password Dentrix 0

0.00

0

0.00

1

0.79

0

0.00

1

0.79

Microsoft 

Windows XP 

0

0.00

0

0.00

1

0.56

0

0.00

1

0.56

Novell Client 

for 32-bit 

0

0.00

0

0.00

1

0.21

0

0.00

1

0.21

Novell 

GroupWise

0

0.00

0

0.00

2

0.06

0

0.00

2

0.06

Novell 

Messenger

0

0.00

0

0.00

1

4.97

0

0.00

1

4.97

Total 0

0.00

0

0.00

6

1.11

0

0.00

6

1.11

Reporting None 0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Novell 

GroupWise

0

0.00

0

0.00

1

0.11

0

0.00

1

0.11

Total 0

0.00

0

0.00

2

0.06

0

0.00

2

0.06

Total 0

0.00

0

0.00

20

2.36

0

0.00

20

2.36

Mobile Devices None BlackBerry 0

0.00

0

0.00

1

0.22

0

0.00

1

0.22

Total 0

0.00

0

0.00

1

0.22

0

0.00

1

0.22



Critical High Low Medium Total

Metro D Help 

Desk

Mobile Devices Total 0

0.00

0

0.00

1

0.22

0

0.00

1

0.22

Network Error None 0

0.00

0

0.00

3

1.89

0

0.00

3

1.89

Novell Client 

for 32-bit 

0

0.00

0

0.00

4

0.83

0

0.00

4

0.83

Total 0

0.00

0

0.00

7

1.28

0

0.00

7

1.28

Incident None 0

0.00

0

0.00

1

0.80

0

0.00

1

0.80

Novell Client 

for 32-bit 

0

0.00

0

0.00

0

0.00

1

1.49

1

1.49

Total 0

0.00

0

0.00

1

0.80

1

1.49

2

1.15

Password Novell Client 

for 32-bit 

0

0.00

0

0.00

10

1.15

0

0.00

10

1.15

Total 0

0.00

0

0.00

10

1.15

0

0.00

10

1.15

Total 0

0.00

0

0.00

18

1.18

1

1.49

19

1.20

PC/Laptop Error None 0

0.00

0

0.00

2

0.00

0

0.00

2

0.00

Total 0

0.00

0

0.00

2

0.00

0

0.00

2

0.00

Hardware None 0

0.00

0

0.00

3

0.12

0

0.00

3

0.12

Total 0

0.00

0

0.00

3

0.12

0

0.00

3

0.12

None None 0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

0

0.00

1

0.00

0

0.00

1

0.00



Critical High Low Medium Total

Metro D Help 

Desk

PC/Laptop Password None 0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Performance None 0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

0

0.00

8

0.05

0

0.00

8

0.05

Print/Copy/Sca

n/Fax

None None 0

0.00

0

0.00

1

4.92

0

0.00

1

4.92

Total 0

0.00

0

0.00

1

4.92

0

0.00

1

4.92

Paper Jam None 0

0.00

0

0.00

1

0.19

0

0.00

1

0.19

Total 0

0.00

0

0.00

1

0.19

0

0.00

1

0.19

Total 0

0.00

0

0.00

2

2.55

0

0.00

2

2.55

Total 0
0.00

0
0.00

56
1.37

2
0.75

58
1.35

Metro D 

Hosting

_No Tier 2 None None 0

0.00

0

0.00

7

1.26

3

1.35

10

1.29

Total 0

0.00

0

0.00

7

1.26

3

1.35

10

1.29

Total 0

0.00

0

0.00

7

1.26

3

1.35

10

1.29

Application Error Citrix ICA 

Client

0

0.00

0

0.00

1

2.36

0

0.00

1

2.36

Citrix 

Installation 

0

0.00

0

0.00

4

0.70

0

0.00

4

0.70



Critical High Low Medium Total

Metro D 

Hosting

Application Error Dentrix 0

0.00

0

0.00

3

0.57

0

0.00

3

0.57

Laboratory 

Information 

0

0.00

0

0.00

1

0.44

0

0.00

1

0.44

Microsoft Word 0

0.00

0

0.00

1

0.60

0

0.00

1

0.60

None 0

0.00

0

0.00

17

1.36

5

1.20

22

1.32

Novell 

GroupWise

0

0.00

0

0.00

3

0.70

0

0.00

3

0.70

Total 0

0.00

0

0.00

30

1.10

5

1.20

35

1.12

None Dentrix 0

0.00

0

0.00

1

0.21

0

0.00

1

0.21

HiTrack 0

0.00

0

0.00

1

1.72

0

0.00

1

1.72

None 0

0.00

0

0.00

3

0.77

2

1.29

5

0.98

Novell Client 

for 32-bit 

0

0.00

0

0.00

2

2.37

0

0.00

2

2.37

Total 0

0.00

0

0.00

7

1.29

2

1.29

9

1.29

Password Citrix ICA 

Client

0

0.00

0

0.00

1

0.99

0

0.00

1

0.99

None 0

0.00

0

0.00

1

0.40

0

0.00

1

0.40

Total 0

0.00

0

0.00

2

0.70

0

0.00

2

0.70

Reporting None 0

0.00

0

0.00

2

0.58

0

0.00

2

0.58

Total 0

0.00

0

0.00

2

0.58

0

0.00

2

0.58



Critical High Low Medium Total

Metro D 

Hosting

Application Total 0

0.00

0

0.00

41

1.09

7

1.23

48

1.11

Network Error None 0

0.00

0

0.00

5

0.88

1

1.15

6

0.93

Novell Client 

for 32-bit 

0

0.00

1

0.50

1

1.66

0

0.00

2

1.08

Total 0

0.00

1

0.50

6

1.01

1

1.15

8

0.96

Incident Citrix 

Installation 

0

0.00

0

0.00

0

0.00

2

1.10

2

1.10

None 0

0.00

0

0.00

3

0.97

1

1.83

4

1.18

Total 0

0.00

0

0.00

3

0.97

3

1.34

6

1.16

Password Novell Client 

for 32-bit 

0

0.00

0

0.00

1

1.48

0

0.00

1

1.48

Total 0

0.00

0

0.00

1

1.48

0

0.00

1

1.48

Total 0

0.00

1

0.50

10

1.04

4

1.30

15

1.08

Print/Copy/Sca

n/Fax

Incident None 0

0.00

0

0.00

5

0.57

0

0.00

5

0.57

Novell iPrint 0

0.00

0

0.00

1

0.30

0

0.00

1

0.30

Total 0

0.00

0

0.00

6

0.52

0

0.00

6

0.52

Total 0

0.00

0

0.00

6

0.52

0

0.00

6

0.52

Remote 

Connectivity

Error None 0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

0

0.00

1

0.00

0

0.00

1

0.00



Critical High Low Medium Total

Metro D 

Hosting

Remote 

Connectivity

Total 0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Server Error None 0

0.00

0

0.00

7

1.79

1

0.00

8

1.56

Utah Master 

Directory

0

0.00

0

0.00

1

1.31

0

0.00

1

1.31

Total 0

0.00

0

0.00

8

1.73

1

0.00

9

1.53

Total 0

0.00

0

0.00

8

1.73

1

0.00

9

1.53

Total 0
0.00

1
0.50

73
1.11

15
1.19

89
1.11

Metro D 

Network

_No Tier 2 None None 0

0.00

0

0.00

0

0.00

1

0.00

1

0.00

Total 0

0.00

0

0.00

0

0.00

1

0.00

1

0.00

Total 0

0.00

0

0.00

0

0.00

1

0.00

1

0.00

Application Error None 0

0.00

0

0.00

1

0.11

0

0.00

1

0.11

Total 0

0.00

0

0.00

1

0.11

0

0.00

1

0.11

Total 0

0.00

0

0.00

1

0.11

0

0.00

1

0.11

Network Error None 0

0.00

0

0.00

1

0.40

0

0.00

1

0.40

Total 0

0.00

0

0.00

1

0.40

0

0.00

1

0.40

Incident None 0

0.00

0

0.00

1

0.48

0

0.00

1

0.48

Total 0

0.00

0

0.00

1

0.48

0

0.00

1

0.48



Critical High Low Medium Total

Metro D 

Network

Network Password Novell Client 

for 32-bit 

0

0.00

0

0.00

1

0.07

0

0.00

1

0.07

Total 0

0.00

0

0.00

1

0.07

0

0.00

1

0.07

Total 0

0.00

0

0.00

3

0.32

0

0.00

3

0.32

PC/Laptop Error None 0

0.00

0

0.00

1

8.02

0

0.00

1

8.02

Total 0

0.00

0

0.00

1

8.02

0

0.00

1

8.02

Total 0

0.00

0

0.00

1

8.02

0

0.00

1

8.02

Total 0
0.00

0
0.00

5
1.82

1
0.00

6
1.51

Metro D North 

Desktop 

Support

_No Tier 2 None Microsoft 

Windows XP 

0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

None 0

0.00

0

0.00

6

0.00

0

0.00

6

0.00

Novell Client 

for 32-bit 

0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

WordPerfect 

Office 2002

0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

0

0.00

9

0.00

0

0.00

9

0.00

Total 0

0.00

0

0.00

9

0.00

0

0.00

9

0.00

Application Error PGP 0

0.00

0

0.00

2

0.00

0

0.00

2

0.00

Systm Microsoft 

Windows XP 

0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

0

0.00

3

0.00

0

0.00

3

0.00



Critical High Low Medium Total

Metro D North 

Desktop 

Support

Application Total 0

0.00

0

0.00

3

0.00

0

0.00

3

0.00

Network Incident None 0

0.00

0

0.00

4

0.00

0

0.00

4

0.00

Total 0

0.00

0

0.00

4

0.00

0

0.00

4

0.00

Password None 0

0.00

0

0.00

2

0.33

0

0.00

2

0.33

Total 0

0.00

0

0.00

2

0.33

0

0.00

2

0.33

Total 0

0.00

0

0.00

6

0.11

0

0.00

6

0.11

PC/Laptop Virus None 0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Print/Copy/Sca

n/Fax

Incident None 0

0.00

0

0.00

1

0.21

0

0.00

1

0.21

Total 0

0.00

0

0.00

1

0.21

0

0.00

1

0.21

Total 0

0.00

0

0.00

1

0.21

0

0.00

1

0.21

Total 0
0.00

0
0.00

20
0.04

0
0.00

20
0.04

Operations 

Production 

Control

_No Tier 2 None None 0

0.00

0

0.00

9

0.03

0

0.00

9

0.03

Total 0

0.00

0

0.00

9

0.03

0

0.00

9

0.03

Total 0

0.00

0

0.00

9

0.03

0

0.00

9

0.03



Critical High Low Medium Total

Operations 

Production 

Control

Application Password BlueZone 0

0.00

0

0.00

1

0.84

0

0.00

1

0.84

Medicaid 

Managed 

0

0.00

0

0.00

5

0.29

0

0.00

5

0.29

None 0

0.00

0

0.00

3

1.18

0

0.00

3

1.18

Public 

Assistance 

0

0.00

0

0.00

1

1.49

0

0.00

1

1.49

Utah Master 

Directory

0

0.00

0

0.00

1

0.21

0

0.00

1

0.21

Total 0

0.00

0

0.00

11

0.69

0

0.00

11

0.69

Total 0

0.00

0

0.00

11

0.69

0

0.00

11

0.69

Mainframe Error BlueZone 0

0.00

0

0.00

1

1.36

0

0.00

1

1.36

Medicaid 

Managed 

0

0.00

0

0.00

1

0.32

0

0.00

1

0.32

Total 0

0.00

0

0.00

2

0.84

0

0.00

2

0.84

Password BlueZone 0

0.00

0

0.00

7

0.50

0

0.00

7

0.50

Medicaid 

Managed 

0

0.00

0

0.00

2

0.27

0

0.00

2

0.27

None 0

0.00

0

0.00

8

0.21

0

0.00

8

0.21

Total 0

0.00

0

0.00

17

0.34

0

0.00

17

0.34

Total 0

0.00

0

0.00

19

0.39

0

0.00

19

0.39

Total 0
0.00

0
0.00

39
0.39

0
0.00

39
0.39



Critical High Low Medium Total

Rural Central 

Desktop 

Support

Application None Microsoft 

Windows XP 

0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

None 0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

0

0.00

2

0.00

0

0.00

2

0.00

Total 0

0.00

0

0.00

2

0.00

0

0.00

2

0.00

PC/Laptop Virus None 0

0.00

0

0.00

1

1.37

0

0.00

1

1.37

Total 0

0.00

0

0.00

1

1.37

0

0.00

1

1.37

Total 0

0.00

0

0.00

1

1.37

0

0.00

1

1.37

Total 0
0.00

0
0.00

3
0.46

0
0.00

3
0.46

Rural South 

Desktop 

Support

Application None Novell 

GroupWise

0

0.00

0

0.00

1

0.68

0

0.00

1

0.68

Total 0

0.00

0

0.00

1

0.68

0

0.00

1

0.68

Total 0

0.00

0

0.00

1

0.68

0

0.00

1

0.68

Total 0
0.00

0
0.00

1
0.68

0
0.00

1
0.68

Security Application Error Internet 

Explorer

0

0.00

0

0.00

1

6.06

0

0.00

1

6.06

Total 0

0.00

0

0.00

1

6.06

0

0.00

1

6.06

Total 0

0.00

0

0.00

1

6.06

0

0.00

1

6.06

Network Error None 0

0.00

0

0.00

4

3.59

0

0.00

4

3.59



Critical High Low Medium Total

Security Network Error Total 0

0.00

0

0.00

4

3.59

0

0.00

4

3.59

Total 0

0.00

0

0.00

4

3.59

0

0.00

4

3.59

Total 0
0.00

0
0.00

5
4.09

0
0.00

5
4.09

Technical 

Lead/Project 

Manager

_No Tier 2 None None 0

0.00

0

0.00

1

0.86

0

0.00

1

0.86

Total 0

0.00

0

0.00

1

0.86

0

0.00

1

0.86

Total 0

0.00

0

0.00

1

0.86

0

0.00

1

0.86

Application Error Medicaid 

Managed 

0

0.00

0

0.00

1

0.93

0

0.00

1

0.93

Microsoft Excel 0

0.00

0

0.00

1

0.46

0

0.00

1

0.46

Microsoft 

Windows XP 

0

0.00

0

0.00

1

0.17

0

0.00

1

0.17

None 0

0.00

0

0.00

3

1.55

0

0.00

3

1.55

Total 0

0.00

0

0.00

6

1.03

0

0.00

6

1.03

None None 0

0.00

0

0.00

2

3.02

0

0.00

2

3.02

Total 0

0.00

0

0.00

2

3.02

0

0.00

2

3.02

Password None 0

0.00

0

0.00

1

0.74

0

0.00

1

0.74

Novell 

GroupWise

0

0.00

0

0.00

1

0.10

0

0.00

1

0.10

Total 0

0.00

0

0.00

2

0.42

0

0.00

2

0.42



Critical High Low Medium Total

Technical 

Lead/Project 

Manager

Application SSL Certificate None 0

0.00

0

0.00

1

0.97

0

0.00

1

0.97

Total 0

0.00

0

0.00

1

0.97

0

0.00

1

0.97

Total 0

0.00

0

0.00

11

1.28

0

0.00

11

1.28

Network Error Internet 

Explorer

0

0.00

0

0.00

1

1.08

0

0.00

1

1.08

Total 0

0.00

0

0.00

1

1.08

0

0.00

1

1.08

None None 0

0.00

0

0.00

1

1.32

0

0.00

1

1.32

Total 0

0.00

0

0.00

1

1.32

0

0.00

1

1.32

Password Novell Client 

for 32-bit 

0

0.00

0

0.00

1

0.48

0

0.00

1

0.48

Total 0

0.00

0

0.00

1

0.48

0

0.00

1

0.48

Total 0

0.00

0

0.00

3

0.96

0

0.00

3

0.96

PC/Laptop Error Microsoft 

Windows XP 

0

0.00

0

0.00

1

0.48

0

0.00

1

0.48

None 0

0.00

0

0.00

3

0.21

0

0.00

3

0.21

Total 0

0.00

0

0.00

4

0.28

0

0.00

4

0.28

Hardware None 0

0.00

0

0.00

2

0.56

0

0.00

2

0.56

Total 0

0.00

0

0.00

2

0.56

0

0.00

2

0.56

Password None 0

0.00

0

0.00

1

0.09

0

0.00

1

0.09



Critical High Low Medium Total

Technical 

Lead/Project 

Manager

PC/Laptop Password Total 0

0.00

0

0.00

1

0.09

0

0.00

1

0.09

Total 0

0.00

0

0.00

7

0.33

0

0.00

7

0.33

Print/Copy/Sca

n/Fax

Error Code Novell iPrint 0

0.00

0

0.00

1

2.66

0

0.00

1

2.66

Total 0

0.00

0

0.00

1

2.66

0

0.00

1

2.66

Incident None 0

0.00

0

0.00

2

2.00

0

0.00

2

2.00

Total 0

0.00

0

0.00

2

2.00

0

0.00

2

2.00

Total 0

0.00

0

0.00

3

2.22

0

0.00

3

2.22

Total 0
0.00

0
0.00

25
1.07

0
0.00

25
1.07

Voice 

Operations

_No Tier 2 None None 0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Telecom Area Code None 0

0.00

0

0.00

1

0.10

0

0.00

1

0.10

Total 0

0.00

0

0.00

1

0.10

0

0.00

1

0.10

Call/Receive None 0

0.00

0

0.00

3

0.13

0

0.00

3

0.13

Total 0

0.00

0

0.00

3

0.13

0

0.00

3

0.13

Dial Tone None 0

0.00

1

0.07

1

0.18

1

0.47

3

0.24



Critical High Low Medium Total

Voice 

Operations

Telecom Dial Tone Total 0

0.00

1

0.07

1

0.18

1

0.47

3

0.24

Feature None 0

0.00

0

0.00

3

0.34

2

0.71

5

0.49

Telephone 0

0.00

0

0.00

2

0.60

0

0.00

2

0.60

Total 0

0.00

0

0.00

5

0.45

2

0.71

7

0.52

Hardware None 0

0.00

0

0.00

1

0.14

0

0.00

1

0.14

Total 0

0.00

0

0.00

1

0.14

0

0.00

1

0.14

Voice Mail None 0

0.00

0

0.00

8

0.16

0

0.00

8

0.16

Telephone 0

0.00

0

0.00

5

0.27

0

0.00

5

0.27

Total 0

0.00

0

0.00

13

0.20

0

0.00

13

0.20

Total 0

0.00

1

0.07

24

0.23

3

0.63

28

0.27

Total 0
0.00

1
0.07

25
0.23

3
0.63

29
0.26

Voice/Data/WA

N Services

Telecom Dial Tone None 0

0.00

0

0.00

3

0.34

0

0.00

3

0.34

Telephone 0

0.00

0

0.00

3

0.13

0

0.00

3

0.13

Total 0

0.00

0

0.00

6

0.24

0

0.00

6

0.24

Hardware Telephone 0

0.00

0

0.00

2

0.21

0

0.00

2

0.21

Total 0

0.00

0

0.00

2

0.21

0

0.00

2

0.21



Critical High Low Medium Total

Voice/Data/WA

N Services

Telecom Total 0

0.00

0

0.00

8

0.23

0

0.00

8

0.23

Total 0
0.00

0
0.00

8
0.23

0
0.00

8
0.23

WIC Tech 

Support

Application Error Women, Infant, 

and Children 

0

0.00

2

0.00

6

0.00

1

0.00

9

0.00

Total 0

0.00

2

0.00

6

0.00

1

0.00

9

0.00

Total 0

0.00

2

0.00

6

0.00

1

0.00

9

0.00

Total 0
0.00

2
0.00

6
0.00

1
0.00

9
0.00

Total 1
0.55

6
0.11

495
1.23

32
1.03

534
1.21



Critical High Low Medium Total

Application 

Support - DFI

Application Error None 0

0

0

0

2

0

0

0

2

0

Total 0

0

0

0

2

0

0

0

2

0

Total 0

0

0

0

2

0

0

0

2

0

Total 0
0

0
0

2
0

0
0

2
0

Application 

Support - EREP 

IA

_No Tier 2 None None 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0
0

0
0

1
0

0
0

1
0

Application 

Support - MMIS

Application Error Medicaid 

Managed 

0

0

0

0

3

1

1

1

4

2

Total 0

0

0

0

3

1

1

1

4

2

Total 0

0

0

0

3

1

1

1

4

2

Total 0
0

0
0

3
1

1
1

4
2

Application 

Support - WIC

Application None Novell 

GroupWise

0

0

0

0

1

0

0

0

1

0

Missed Resolution

Top Number - Total Incidents

Bottom Number - Missed Resolution

Missed resolution tracks DTS' efforts to resolve customer incidents in accordance with enterprise standards. 

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and 

Critical within 2 clock hours. 

Cells displayed show the number of incidents that missed the enterprise resolution times during the reporting period.



Critical High Low Medium Total

Application 

Support - WIC

Application None Total 0

0

0

0

1

0

0

0

1

0

Password Women, Infant, 

and Children 

0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

2

0

0

0

2

0

EIS Hardware PC/Laptop None 0

0

0

0

2

0

0

0

2

0

Total 0

0

0

0

2

0

0

0

2

0

Total 0

0

0

0

2

0

0

0

2

0

Total 0
0

0
0

4
0

0
0

4
0

Capitol 

Desktop 

Support

Application Error Novell 

GroupWise

0

0

0

0

2

2

0

0

2

2

Total 0

0

0

0

2

2

0

0

2

2

Reporting None 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

3

2

0

0

3

2

Mobile Devices Error BlackBerry 

Configuration

0

0

0

0

1

0

0

0

1

0

BlackBerry 

Enterprise 

0

0

0

0

1

1

0

0

1

1

Total 0

0

0

0

2

1

0

0

2

1



Critical High Low Medium Total

Capitol 

Desktop 

Support

Mobile Devices Total 0

0

0

0

2

1

0

0

2

1

Server Error None 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

None iPhone 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

2

0

0

0

2

0

Total 0
0

0
0

7
3

0
0

7
3

Capitol Hosting Application Error None 0

0

0

0

2

0

0

0

2

0

Total 0

0

0

0

2

0

0

0

2

0

Total 0

0

0

0

2

0

0

0

2

0

Server Error None 1

0

1

0

0

0

0

0

2

0

Total 1

0

1

0

0

0

0

0

2

0

Total 1

0

1

0

0

0

0

0

2

0

Total 1
0

1
0

2
0

0
0

4
0

Diebold EIS Hardware None None 0

0

0

0

2

1

0

0

2

1

Total 0

0

0

0

2

1

0

0

2

1



Critical High Low Medium Total

Diebold EIS Hardware Total 0

0

0

0

2

1

0

0

2

1

Total 0
0

0
0

2
1

0
0

2
1

Help Desk Application Error Financial 

Information 

0

0

0

0

1

0

0

0

1

0

Microsoft Excel 0

0

0

0

1

0

0

0

1

0

None 0

0

1

0

1

0

0

0

2

0

Oracle 8 

Enterprise 

0

0

0

0

1

0

0

0

1

0

Total 0

0

1

0

4

0

0

0

5

0

None BlueZone 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Password BlueZone 0

0

0

0

1

0

0

0

1

0

None 0

0

0

0

1

0

0

0

1

0

Utah Master 

Directory

0

0

0

0

10

0

0

0

10

0

Total 0

0

0

0

12

0

0

0

12

0

Reporting Internet 

Explorer

0

0

0

0

3

0

0

0

3

0

Microsoft Word 0

0

0

0

1

0

0

0

1

0

Novell 

GroupWise

0

0

0

0

1

0

0

0

1

0



Critical High Low Medium Total

Help Desk Application Reporting Remedy 

Service 

0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

6

0

0

0

6

0

Total 0

0

1

0

23

0

0

0

24

0

Mainframe Password BlueZone 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Mobile Devices None BlackBerry 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Network Error None 0

0

0

0

3

0

0

0

3

0

Novell Client 

for 32-bit 

0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

4

0

0

0

4

0

None None 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Password Novell Client 

for 32-bit 

0

0

0

0

3

0

0

0

3

0

Total 0

0

0

0

3

0

0

0

3

0



Critical High Low Medium Total

Help Desk Network Performance Novell Client 

for 32-bit 

0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

9

0

0

0

9

0

PC/Laptop Error None 0

0

0

0

2

0

0

0

2

0

Total 0

0

0

0

2

0

0

0

2

0

Hardware None 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

3

0

0

0

3

0

Print/Copy/Sca

n/Fax

Incident None 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Server None None 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Telecom None None 0

0

0

0

2

0

0

0

2

0

Total 0

0

0

0

2

0

0

0

2

0



Critical High Low Medium Total

Help Desk Telecom Voice Mail None 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

3

0

0

0

3

0

Total 0
0

1
0

42
0

0
0

43
0

Internal 

Application 

Development 

and Support

Application Error Remedy 

Incident 

0

0

0

0

1

1

0

0

1

1

Total 0

0

0

0

1

1

0

0

1

1

Total 0

0

0

0

1

1

0

0

1

1

Total 0
0

0
0

1
1

0
0

1
1

Metro A Help 

Desk

Network Incident None 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0
0

0
0

1
0

0
0

1
0

Metro C 

Desktop 

Support

_No Tier 2 None None 0

0

0

0

3

0

0

0

3

0

Total 0

0

0

0

3

0

0

0

3

0

Total 0

0

0

0

3

0

0

0

3

0

Application Error Novell 

GroupWise

0

0

0

0

1

0

0

0

1

0



Critical High Low Medium Total

Metro C 

Desktop 

Support

Application Error Total 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Network Error None 0

0

0

0

1

0

0

0

1

0

Novell Client 

for 32-bit 

0

0

0

0

2

0

0

0

2

0

Total 0

0

0

0

3

0

0

0

3

0

Total 0

0

0

0

3

0

0

0

3

0

PC/Laptop Error None 0

0

0

0

1

1

0

0

1

1

Total 0

0

0

0

1

1

0

0

1

1

Hardware None 0

0

0

0

1

1

0

0

1

1

Total 0

0

0

0

1

1

0

0

1

1

Total 0

0

0

0

2

2

0

0

2

2

Total 0
0

0
0

9
2

0
0

9
2

Metro D 

Desktop 

Support

_No Tier 2 None None 0

0

0

0

11

1

4

0

15

1

Total 0

0

0

0

11

1

4

0

15

1

Total 0

0

0

0

11

1

4

0

15

1

Application Error Adobe Reader 0

0

0

0

1

0

0

0

1

0



Critical High Low Medium Total

Metro D 

Desktop 

Support

Application Error BMI 0

0

0

0

1

0

0

0

1

0

Internet 

Explorer

0

0

0

0

3

1

0

0

3

1

Microsoft Office 0

0

0

0

1

0

0

0

1

0

Microsoft 

Windows XP 

0

0

0

0

1

1

0

0

1

1

Microsoft Word 0

0

0

0

1

0

1

1

2

1

None 0

0

0

0

10

3

0

0

10

3

Novell 

GroupWise

0

0

0

0

9

1

0

0

9

1

Novell 

Messenger

0

0

0

0

1

0

0

0

1

0

PGP 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

29

6

1

1

30

7

None Newborn 

Screening - 

0

0

0

0

1

0

0

0

1

0

None 0

0

0

0

12

4

0

0

12

4

Novell Client 

for 32-bit 

0

0

0

0

1

0

0

0

1

0

Novell 

GroupWise

0

0

0

0

7

2

0

0

7

2

Total 0

0

0

0

21

6

0

0

21

6

Reporting JavaPC 0

0

0

0

1

0

0

0

1

0



Critical High Low Medium Total

Metro D 

Desktop 

Support

Application Reporting None 0

0

0

0

12

2

0

0

12

2

Novell 

GroupWise

0

0

0

0

4

0

0

0

4

0

Total 0

0

0

0

17

2

0

0

17

2

Total 0

0

0

0

67

14

1

1

68

15

Network Error None 0

0

0

0

10

1

2

0

12

1

Novell Client 

for 32-bit 

0

0

0

0

5

1

0

0

5

1

Total 0

0

0

0

15

2

2

0

17

2

Incident None 0

0

0

0

4

0

0

0

4

0

Novell Client 

for 32-bit 

0

0

0

0

3

0

0

0

3

0

Total 0

0

0

0

7

0

0

0

7

0

None Novell Client 

for 32-bit 

0

0

0

0

5

1

0

0

5

1

Total 0

0

0

0

5

1

0

0

5

1

Password None 0

0

0

0

1

0

0

0

1

0

Novell Client 

for 32-bit 

0

0

0

0

3

0

0

0

3

0

Total 0

0

0

0

4

0

0

0

4

0

Performance None 0

0

0

0

3

1

0

0

3

1



Critical High Low Medium Total

Metro D 

Desktop 

Support

Network Performance Total 0

0

0

0

3

1

0

0

3

1

Total 0

0

0

0

34

4

2

0

36

4

PC/Laptop Error None 0

0

0

0

11

5

2

0

13

5

Novell Client 

for 32-bit 

0

0

0

0

2

1

0

0

2

1

Total 0

0

0

0

13

6

2

0

15

6

Hardware Microsoft 

Windows XP 

0

0

0

0

1

0

0

0

1

0

None 0

0

0

0

8

1

0

0

8

1

Total 0

0

0

0

9

1

0

0

9

1

None None 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Performance Microsoft 

Windows XP 

0

0

0

0

1

0

0

0

1

0

None 0

0

0

0

5

1

0

0

5

1

Total 0

0

0

0

6

1

0

0

6

1

Total 0

0

0

0

29

8

2

0

31

8

Print/Copy/Sca

n/Fax

Error Code None 0

0

0

0

3

1

0

0

3

1

Total 0

0

0

0

3

1

0

0

3

1



Critical High Low Medium Total

Metro D 

Desktop 

Support

Print/Copy/Sca

n/Fax

Incident Microsoft 

Windows XP 

0

0

0

0

1

1

0

0

1

1

None 0

0

0

0

8

0

0

0

8

0

Novell iPrint 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

10

1

0

0

10

1

None Novell Client 

for 32-bit 

0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

14

2

0

0

14

2

Total 0
0

0
0

155
29

9
1

164
30

Metro D Help 

Desk

_No Tier 2 None None 0

0

0

0

7

1

1

0

8

1

Total 0

0

0

0

7

1

1

0

8

1

Total 0

0

0

0

7

1

1

0

8

1

Application Error Employee 

Gateway

0

0

0

0

1

1

0

0

1

1

Medicaid 

Managed 

0

0

0

0

1

0

0

0

1

0

None 0

0

0

0

3

0

0

0

3

0

Novell 

GroupWise

0

0

0

0

4

0

0

0

4

0

Novell 

Messenger

0

0

0

0

1

0

0

0

1

0



Critical High Low Medium Total

Metro D Help 

Desk

Application Error Utah Master 

Directory

0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

11

1

0

0

11

1

None None 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Password Dentrix 0

0

0

0

1

0

0

0

1

0

Microsoft 

Windows XP 

0

0

0

0

1

0

0

0

1

0

Novell Client 

for 32-bit 

0

0

0

0

1

0

0

0

1

0

Novell 

GroupWise

0

0

0

0

2

0

0

0

2

0

Novell 

Messenger

0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

6

0

0

0

6

0

Reporting None 0

0

0

0

1

0

0

0

1

0

Novell 

GroupWise

0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

2

0

0

0

2

0

Total 0

0

0

0

20

1

0

0

20

1

Mobile Devices None BlackBerry 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0
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Metro D Help 

Desk

Mobile Devices Total 0

0

0

0

1

0

0

0

1

0

Network Error None 0

0

0

0

3

0

0

0

3

0

Novell Client 

for 32-bit 

0

0

0

0

4

0

0

0

4

0

Total 0

0

0

0

7

0

0

0

7

0

Incident None 0

0

0

0

1

0

0

0

1

0

Novell Client 

for 32-bit 

0

0

0

0

0

0

1

0

1

0

Total 0

0

0

0

1

0

1

0

2

0

Password Novell Client 

for 32-bit 

0

0

0

0

10

1

0

0

10

1

Total 0

0

0

0

10

1

0

0

10

1

Total 0

0

0

0

18

1

1

0

19

1

PC/Laptop Error None 0

0

0

0

2

0

0

0

2

0

Total 0

0

0

0

2

0

0

0

2

0

Hardware None 0

0

0

0

3

0

0

0

3

0

Total 0

0

0

0

3

0

0

0

3

0

None None 0

0

0

0

1

1

0

0

1

1

Total 0

0

0

0

1

1

0

0

1

1



Critical High Low Medium Total

Metro D Help 

Desk

PC/Laptop Password None 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Performance None 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

8

1

0

0

8

1

Print/Copy/Sca

n/Fax

None None 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Paper Jam None 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

2

0

0

0

2

0

Total 0
0

0
0

56
4

2
0

58
4

Metro D 

Hosting

_No Tier 2 None None 0

0

0

0

7

3

3

1

10

4

Total 0

0

0

0

7

3

3

1

10

4

Total 0

0

0

0

7

3

3

1

10

4

Application Error Citrix ICA 

Client

0

0

0

0

1

0

0

0

1

0

Citrix 

Installation 

0

0

0

0

4

3

0

0

4

3



Critical High Low Medium Total

Metro D 

Hosting

Application Error Dentrix 0

0

0

0

3

3

0

0

3

3

Laboratory 

Information 

0

0

0

0

1

0

0

0

1

0

Microsoft Word 0

0

0

0

1

1

0

0

1

1

None 0

0

0

0

17

6

5

2

22

8

Novell 

GroupWise

0

0

0

0

3

3

0

0

3

3

Total 0

0

0

0

30

16

5

2

35

18

None Dentrix 0

0

0

0

1

0

0

0

1

0

HiTrack 0

0

0

0

1

1

0

0

1

1

None 0

0

0

0

3

1

2

1

5

2

Novell Client 

for 32-bit 

0

0

0

0

2

0

0

0

2

0

Total 0

0

0

0

7

2

2

1

9

3

Password Citrix ICA 

Client

0

0

0

0

1

0

0

0

1

0

None 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

2

0

0

0

2

0

Reporting None 0

0

0

0

2

0

0

0

2

0

Total 0

0

0

0

2

0

0

0

2

0



Critical High Low Medium Total

Metro D 

Hosting

Application Total 0

0

0

0

41

18

7

3

48

21

Network Error None 0

0

0

0

5

2

1

0

6

2

Novell Client 

for 32-bit 

0

0

1

0

1

0

0

0

2

0

Total 0

0

1

0

6

2

1

0

8

2

Incident Citrix 

Installation 

0

0

0

0

0

0

2

0

2

0

None 0

0

0

0

3

1

1

1

4

2

Total 0

0

0

0

3

1

3

1

6

2

Password Novell Client 

for 32-bit 

0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0

0

1

0

10

3

4

1

15

4

Print/Copy/Sca

n/Fax

Incident None 0

0

0

0

5

2

0

0

5

2

Novell iPrint 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

6

2

0

0

6

2

Total 0

0

0

0

6

2

0

0

6

2

Remote 

Connectivity

Error None 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0



Critical High Low Medium Total

Metro D 

Hosting

Remote 

Connectivity

Total 0

0

0

0

1

0

0

0

1

0

Server Error None 0

0

0

0

7

3

1

0

8

3

Utah Master 

Directory

0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

8

3

1

0

9

3

Total 0

0

0

0

8

3

1

0

9

3

Total 0
0

1
0

73
29

15
5

89
34

Metro D 

Network

_No Tier 2 None None 0

0

0

0

0

0

1

0

1

0

Total 0

0

0

0

0

0

1

0

1

0

Total 0

0

0

0

0

0

1

0

1

0

Application Error None 0

0

0

0

1

1

0

0

1

1

Total 0

0

0

0

1

1

0

0

1

1

Total 0

0

0

0

1

1

0

0

1

1

Network Error None 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Incident None 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0



Critical High Low Medium Total

Metro D 

Network

Network Password Novell Client 

for 32-bit 

0

0

0

0

1

1

0

0

1

1

Total 0

0

0

0

1

1

0

0

1

1

Total 0

0

0

0

3

1

0

0

3

1

PC/Laptop Error None 0

0

0

0

1

1

0

0

1

1

Total 0

0

0

0

1

1

0

0

1

1

Total 0

0

0

0

1

1

0

0

1

1

Total 0
0

0
0

5
3

1
0

6
3

Metro D North 

Desktop 

Support

_No Tier 2 None Microsoft 

Windows XP 

0

0

0

0

1

0

0

0

1

0

None 0

0

0

0

6

0

0

0

6

0

Novell Client 

for 32-bit 

0

0

0

0

1

0

0

0

1

0

WordPerfect 

Office 2002

0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

9

0

0

0

9

0

Total 0

0

0

0

9

0

0

0

9

0

Application Error PGP 0

0

0

0

2

0

0

0

2

0

Systm Microsoft 

Windows XP 

0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

3

0

0

0

3

0



Critical High Low Medium Total

Metro D North 

Desktop 

Support

Application Total 0

0

0

0

3

0

0

0

3

0

Network Incident None 0

0

0

0

4

0

0

0

4

0

Total 0

0

0

0

4

0

0

0

4

0

Password None 0

0

0

0

2

0

0

0

2

0

Total 0

0

0

0

2

0

0

0

2

0

Total 0

0

0

0

6

0

0

0

6

0

PC/Laptop Virus None 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Print/Copy/Sca

n/Fax

Incident None 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0
0

0
0

20
0

0
0

20
0

Operations 

Production 

Control

_No Tier 2 None None 0

0

0

0

9

0

0

0

9

0

Total 0

0

0

0

9

0

0

0

9

0

Total 0

0

0

0

9

0

0

0

9

0



Critical High Low Medium Total

Operations 

Production 

Control

Application Password BlueZone 0

0

0

0

1

0

0

0

1

0

Medicaid 

Managed 

0

0

0

0

5

0

0

0

5

0

None 0

0

0

0

3

0

0

0

3

0

Public 

Assistance 

0

0

0

0

1

0

0

0

1

0

Utah Master 

Directory

0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

11

0

0

0

11

0

Total 0

0

0

0

11

0

0

0

11

0

Mainframe Error BlueZone 0

0

0

0

1

0

0

0

1

0

Medicaid 

Managed 

0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

2

0

0

0

2

0

Password BlueZone 0

0

0

0

7

0

0

0

7

0

Medicaid 

Managed 

0

0

0

0

2

0

0

0

2

0

None 0

0

0

0

8

0

0

0

8

0

Total 0

0

0

0

17

0

0

0

17

0

Total 0

0

0

0

19

0

0

0

19

0

Total 0
0

0
0

39
0

0
0

39
0



Critical High Low Medium Total

Rural Central 

Desktop 

Support

Application None Microsoft 

Windows XP 

0

0

0

0

1

0

0

0

1

0

None 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

2

0

0

0

2

0

Total 0

0

0

0

2

0

0

0

2

0

PC/Laptop Virus None 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0
0

0
0

3
0

0
0

3
0

Rural South 

Desktop 

Support

Application None Novell 

GroupWise

0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0
0

0
0

1
0

0
0

1
0

Security Application Error Internet 

Explorer

0

0

0

0

1

1

0

0

1

1

Total 0

0

0

0

1

1

0

0

1

1

Total 0

0

0

0

1

1

0

0

1

1

Network Error None 0

0

0

0

4

1

0

0

4

1



Critical High Low Medium Total

Security Network Error Total 0

0

0

0

4

1

0

0

4

1

Total 0

0

0

0

4

1

0

0

4

1

Total 0
0

0
0

5
2

0
0

5
2

Technical 

Lead/Project 

Manager

_No Tier 2 None None 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Application Error Medicaid 

Managed 

0

0

0

0

1

0

0

0

1

0

Microsoft Excel 0

0

0

0

1

0

0

0

1

0

Microsoft 

Windows XP 

0

0

0

0

1

0

0

0

1

0

None 0

0

0

0

3

1

0

0

3

1

Total 0

0

0

0

6

1

0

0

6

1

None None 0

0

0

0

2

0

0

0

2

0

Total 0

0

0

0

2

0

0

0

2

0

Password None 0

0

0

0

1

0

0

0

1

0

Novell 

GroupWise

0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

2

0

0

0

2

0



Critical High Low Medium Total

Technical 

Lead/Project 

Manager

Application SSL Certificate None 0

0

0

0

1

1

0

0

1

1

Total 0

0

0

0

1

1

0

0

1

1

Total 0

0

0

0

11

2

0

0

11

2

Network Error Internet 

Explorer

0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

None None 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Password Novell Client 

for 32-bit 

0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

3

0

0

0

3

0

PC/Laptop Error Microsoft 

Windows XP 

0

0

0

0

1

0

0

0

1

0

None 0

0

0

0

3

0

0

0

3

0

Total 0

0

0

0

4

0

0

0

4

0

Hardware None 0

0

0

0

2

0

0

0

2

0

Total 0

0

0

0

2

0

0

0

2

0

Password None 0

0

0

0

1

0

0

0

1

0



Critical High Low Medium Total

Technical 

Lead/Project 

Manager

PC/Laptop Password Total 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

7

0

0

0

7

0

Print/Copy/Sca

n/Fax

Error Code Novell iPrint 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Incident None 0

0

0

0

2

0

0

0

2

0

Total 0

0

0

0

2

0

0

0

2

0

Total 0

0

0

0

3

0

0

0

3

0

Total 0
0

0
0

25
2

0
0

25
2

Voice 

Operations

_No Tier 2 None None 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Telecom Area Code None 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Call/Receive None 0

0

0

0

3

1

0

0

3

1

Total 0

0

0

0

3

1

0

0

3

1

Dial Tone None 0

0

1

0

1

0

1

0

3

0



Critical High Low Medium Total

Voice 

Operations

Telecom Dial Tone Total 0

0

1

0

1

0

1

0

3

0

Feature None 0

0

0

0

3

0

2

1

5

1

Telephone 0

0

0

0

2

0

0

0

2

0

Total 0

0

0

0

5

0

2

1

7

1

Hardware None 0

0

0

0

1

0

0

0

1

0

Total 0

0

0

0

1

0

0

0

1

0

Voice Mail None 0

0

0

0

8

0

0

0

8

0

Telephone 0

0

0

0

5

0

0

0

5

0

Total 0

0

0

0

13

0

0

0

13

0

Total 0

0

1

0

24

1

3

1

28

2

Total 0
0

1
0

25
1

3
1

29
2

Voice/Data/WA

N Services

Telecom Dial Tone None 0

0

0

0

3

0

0

0

3

0

Telephone 0

0

0

0

3

0

0

0

3

0

Total 0

0

0

0

6

0

0

0

6

0

Hardware Telephone 0

0

0

0

2

0

0

0

2

0

Total 0

0

0

0

2

0

0

0

2

0



Critical High Low Medium Total

Voice/Data/WA

N Services

Telecom Total 0

0

0

0

8

0

0

0

8

0

Total 0
0

0
0

8
0

0
0

8
0

WIC Tech 

Support

Application Error Women, Infant, 

and Children 

0

0

2

0

6

0

1

0

9

0

Total 0

0

2

0

6

0

1

0

9

0

Total 0

0

2

0

6

0

1

0

9

0

Total 0
0

2
0

6
0

1
0

9
0

Total 1
0

6
0

495
78

32
8

534
86



Critical High Low Medium Total

Application 

Support - DFI

Application Error None 0

0.00

0

0.00

2

0.84

0

0.00

2

0.84

Total 0

0.00

0

0.00

2

0.84

0

0.00

2

0.84

Total 0

0.00

0

0.00

2

0.84

0

0.00

2

0.84

Total 0
0.00

0
0.00

2
0.84

0
0.00

2
0.84

Application 

Support - EREP 

IA

_No Tier 2 None None 0

0.00

0

0.00

1

4.12

0

0.00

1

4.12

Total 0

0.00

0

0.00

1

4.12

0

0.00

1

4.12

Total 0

0.00

0

0.00

1

4.12

0

0.00

1

4.12

Total 0
0.00

0
0.00

1
4.12

0
0.00

1
4.12

Application 

Support - MMIS

Application Error Medicaid 

Managed 

0

0.00

0

0.00

3

82.49

1

5.72

4

63.30

Total 0

0.00

0

0.00

3

82.49

1

5.72

4

63.30

Total 0

0.00

0

0.00

3

82.49

1

5.72

4

63.30

Total 0
0.00

0
0.00

3
82.49

1
5.72

4
63.30

Average Time To Resolution

Top Number - Total Incidents

Bottom Number - Average time in hours

Average time to resolution tracks DTS' efforts to resolve customer incidents based upon established enterprise standards. 

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and 

Critical within 2 clock hours. 

Cells displayed show the number of incidents and the average time it took DTS to resolve the customer's problem.



Critical High Low Medium Total

Application 

Support - WIC

Application None Novell 

GroupWise

0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Password Women, Infant, 

and Children 

0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

0

0.00

2

0.00

0

0.00

2

0.00

EIS Hardware PC/Laptop None 0

0.00

0

0.00

2

0.00

0

0.00

2

0.00

Total 0

0.00

0

0.00

2

0.00

0

0.00

2

0.00

Total 0

0.00

0

0.00

2

0.00

0

0.00

2

0.00

Total 0
0.00

0
0.00

4
0.00

0
0.00

4
0.00

Capitol 

Desktop 

Support

Application Error Novell 

GroupWise

0

0.00

0

0.00

2

37.96

0

0.00

2

37.96

Total 0

0.00

0

0.00

2

37.96

0

0.00

2

37.96

Reporting None 0

0.00

0

0.00

1

5.49

0

0.00

1

5.49

Total 0

0.00

0

0.00

1

5.49

0

0.00

1

5.49

Total 0

0.00

0

0.00

3

27.14

0

0.00

3

27.14

Mobile Devices Error BlackBerry 

Configuration

0

0.00

0

0.00

1

1.81

0

0.00

1

1.81

BlackBerry 

Enterprise 

0

0.00

0

0.00

1

43.39

0

0.00

1

43.39



Critical High Low Medium Total

Capitol 

Desktop 

Support

Mobile Devices Error Total 0

0.00

0

0.00

2

22.60

0

0.00

2

22.60

Total 0

0.00

0

0.00

2

22.60

0

0.00

2

22.60

Server Error None 0

0.00

0

0.00

1

0.67

0

0.00

1

0.67

Total 0

0.00

0

0.00

1

0.67

0

0.00

1

0.67

None iPhone 0

0.00

0

0.00

1

0.29

0

0.00

1

0.29

Total 0

0.00

0

0.00

1

0.29

0

0.00

1

0.29

Total 0

0.00

0

0.00

2

0.48

0

0.00

2

0.48

Total 0
0.00

0
0.00

7
18.22

0
0.00

7
18.22

Capitol Hosting Application Error None 0

0.00

0

0.00

2

0.17

0

0.00

2

0.17

Total 0

0.00

0

0.00

2

0.17

0

0.00

2

0.17

Total 0

0.00

0

0.00

2

0.17

0

0.00

2

0.17

Server Error None 1

0.55

1

0.11

0

0.00

0

0.00

2

0.33

Total 1

0.55

1

0.11

0

0.00

0

0.00

2

0.33

Total 1

0.55

1

0.11

0

0.00

0

0.00

2

0.33

Total 1
0.55

1
0.11

2
0.17

0
0.00

4
0.25

Diebold EIS Hardware None None 0

0.00

0

0.00

2

5.14

0

0.00

2

5.14



Critical High Low Medium Total

Diebold EIS Hardware None Total 0

0.00

0

0.00

2

5.14

0

0.00

2

5.14

Total 0

0.00

0

0.00

2

5.14

0

0.00

2

5.14

Total 0
0.00

0
0.00

2
5.14

0
0.00

2
5.14

Help Desk Application Error Financial 

Information 

0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Microsoft Excel 0

0.00

0

0.00

1

0.26

0

0.00

1

0.26

None 0

0.00

1

0.00

1

0.00

0

0.00

2

0.00

Oracle 8 

Enterprise 

0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

4

0.07

0

0.00

5

0.06

None BlueZone 0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Password BlueZone 0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

None 0

0.00

0

0.00

1

1.61

0

0.00

1

1.61

Utah Master 

Directory

0

0.00

0

0.00

10

0.78

0

0.00

10

0.78

Total 0

0.00

0

0.00

12

0.78

0

0.00

12

0.78

Reporting Internet 

Explorer

0

0.00

0

0.00

3

0.00

0

0.00

3

0.00

Microsoft Word 0

0.00

0

0.00

1

0.00

0

0.00

1

0.00



Critical High Low Medium Total

Help Desk Application Reporting Novell 

GroupWise

0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Remedy 

Service 

0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

0

0.00

6

0.00

0

0.00

6

0.00

Total 0

0.00

1

0.00

23

0.44

0

0.00

24

0.42

Mainframe Password BlueZone 0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Mobile Devices None BlackBerry 0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Network Error None 0

0.00

0

0.00

3

0.00

0

0.00

3

0.00

Novell Client 

for 32-bit 

0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

0

0.00

4

0.00

0

0.00

4

0.00

None None 0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Password Novell Client 

for 32-bit 

0

0.00

0

0.00

3

0.00

0

0.00

3

0.00



Critical High Low Medium Total

Help Desk Network Password Total 0

0.00

0

0.00

3

0.00

0

0.00

3

0.00

Performance Novell Client 

for 32-bit 

0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

0

0.00

9

0.00

0

0.00

9

0.00

PC/Laptop Error None 0

0.00

0

0.00

2

0.00

0

0.00

2

0.00

Total 0

0.00

0

0.00

2

0.00

0

0.00

2

0.00

Hardware None 0

0.00

0

0.00

1

0.20

0

0.00

1

0.20

Total 0

0.00

0

0.00

1

0.20

0

0.00

1

0.20

Total 0

0.00

0

0.00

3

0.07

0

0.00

3

0.07

Print/Copy/Sca

n/Fax

Incident None 0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Server None None 0

0.00

0

0.00

1

0.18

0

0.00

1

0.18

Total 0

0.00

0

0.00

1

0.18

0

0.00

1

0.18

Total 0

0.00

0

0.00

1

0.18

0

0.00

1

0.18

Telecom None None 0

0.00

0

0.00

2

0.00

0

0.00

2

0.00



Critical High Low Medium Total

Help Desk Telecom None Total 0

0.00

0

0.00

2

0.00

0

0.00

2

0.00

Voice Mail None 0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

0

0.00

3

0.00

0

0.00

3

0.00

Total 0
0.00

1
0.00

42
0.25

0
0.00

43
0.24

Internal 

Application 

Development 

and Support

Application Error Remedy 

Incident 

0

0.00

0

0.00

1

16.33

0

0.00

1

16.33

Total 0

0.00

0

0.00

1

16.33

0

0.00

1

16.33

Total 0

0.00

0

0.00

1

16.33

0

0.00

1

16.33

Total 0
0.00

0
0.00

1
16.33

0
0.00

1
16.33

Metro A Help 

Desk

Network Incident None 0

0.00

0

0.00

1

0.99

0

0.00

1

0.99

Total 0

0.00

0

0.00

1

0.99

0

0.00

1

0.99

Total 0

0.00

0

0.00

1

0.99

0

0.00

1

0.99

Total 0
0.00

0
0.00

1
0.99

0
0.00

1
0.99

Metro C 

Desktop 

Support

_No Tier 2 None None 0

0.00

0

0.00

3

3.54

0

0.00

3

3.54

Total 0

0.00

0

0.00

3

3.54

0

0.00

3

3.54

Total 0

0.00

0

0.00

3

3.54

0

0.00

3

3.54



Critical High Low Medium Total

Metro C 

Desktop 

Support

Application Error Novell 

GroupWise

0

0.00

0

0.00

1

2.57

0

0.00

1

2.57

Total 0

0.00

0

0.00

1

2.57

0

0.00

1

2.57

Total 0

0.00

0

0.00

1

2.57

0

0.00

1

2.57

Network Error None 0

0.00

0

0.00

1

1.30

0

0.00

1

1.30

Novell Client 

for 32-bit 

0

0.00

0

0.00

2

3.16

0

0.00

2

3.16

Total 0

0.00

0

0.00

3

2.54

0

0.00

3

2.54

Total 0

0.00

0

0.00

3

2.54

0

0.00

3

2.54

PC/Laptop Error None 0

0.00

0

0.00

1

6.23

0

0.00

1

6.23

Total 0

0.00

0

0.00

1

6.23

0

0.00

1

6.23

Hardware None 0

0.00

0

0.00

1

20.74

0

0.00

1

20.74

Total 0

0.00

0

0.00

1

20.74

0

0.00

1

20.74

Total 0

0.00

0

0.00

2

13.48

0

0.00

2

13.48

Total 0
0.00

0
0.00

9
5.31

0
0.00

9
5.31

Metro D 

Desktop 

Support

_No Tier 2 None None 0

0.00

0

0.00

11

2.01

4

0.28

15

1.53

Total 0

0.00

0

0.00

11

2.01

4

0.28

15

1.53

Total 0

0.00

0

0.00

11

2.01

4

0.28

15

1.53



Critical High Low Medium Total

Metro D 

Desktop 

Support

Application Error Adobe Reader 0

0.00

0

0.00

1

0.38

0

0.00

1

0.38

BMI 0

0.00

0

0.00

1

1.16

0

0.00

1

1.16

Internet 

Explorer

0

0.00

0

0.00

3

2.71

0

0.00

3

2.71

Microsoft Office 0

0.00

0

0.00

1

0.36

0

0.00

1

0.36

Microsoft 

Windows XP 

0

0.00

0

0.00

1

38.71

0

0.00

1

38.71

Microsoft Word 0

0.00

0

0.00

1

5.62

1

37.38

2

21.50

None 0

0.00

0

0.00

10

4.74

0

0.00

10

4.74

Novell 

GroupWise

0

0.00

0

0.00

9

1.42

0

0.00

9

1.42

Novell 

Messenger

0

0.00

0

0.00

1

1.09

0

0.00

1

1.09

PGP 0

0.00

0

0.00

1

4.01

0

0.00

1

4.01

Total 0

0.00

0

0.00

29

4.13

1

37.38

30

5.24

None Newborn 

Screening - 

0

0.00

0

0.00

1

3.12

0

0.00

1

3.12

None 0

0.00

0

0.00

12

4.54

0

0.00

12

4.54

Novell Client 

for 32-bit 

0

0.00

0

0.00

1

4.67

0

0.00

1

4.67

Novell 

GroupWise

0

0.00

0

0.00

7

9.12

0

0.00

7

9.12

Total 0

0.00

0

0.00

21

6.01

0

0.00

21

6.01



Critical High Low Medium Total

Metro D 

Desktop 

Support

Application Reporting JavaPC 0

0.00

0

0.00

1

0.96

0

0.00

1

0.96

None 0

0.00

0

0.00

12

2.11

0

0.00

12

2.11

Novell 

GroupWise

0

0.00

0

0.00

4

2.45

0

0.00

4

2.45

Total 0

0.00

0

0.00

17

2.12

0

0.00

17

2.12

Total 0

0.00

0

0.00

67

4.21

1

37.38

68

4.70

Network Error None 0

0.00

0

0.00

10

4.06

2

2.05

12

3.72

Novell Client 

for 32-bit 

0

0.00

0

0.00

5

4.50

0

0.00

5

4.50

Total 0

0.00

0

0.00

15

4.20

2

2.05

17

3.95

Incident None 0

0.00

0

0.00

4

2.40

0

0.00

4

2.40

Novell Client 

for 32-bit 

0

0.00

0

0.00

3

1.44

0

0.00

3

1.44

Total 0

0.00

0

0.00

7

1.99

0

0.00

7

1.99

None Novell Client 

for 32-bit 

0

0.00

0

0.00

5

10.54

0

0.00

5

10.54

Total 0

0.00

0

0.00

5

10.54

0

0.00

5

10.54

Password None 0

0.00

0

0.00

1

1.76

0

0.00

1

1.76

Novell Client 

for 32-bit 

0

0.00

0

0.00

3

1.49

0

0.00

3

1.49

Total 0

0.00

0

0.00

4

1.56

0

0.00

4

1.56



Critical High Low Medium Total

Metro D 

Desktop 

Support

Network Performance None 0

0.00

0

0.00

3

3.17

0

0.00

3

3.17

Total 0

0.00

0

0.00

3

3.17

0

0.00

3

3.17

Total 0

0.00

0

0.00

34

4.28

2

2.05

36

4.15

PC/Laptop Error None 0

0.00

0

0.00

11

5.04

2

1.26

13

4.46

Novell Client 

for 32-bit 

0

0.00

0

0.00

2

6.33

0

0.00

2

6.33

Total 0

0.00

0

0.00

13

5.24

2

1.26

15

4.71

Hardware Microsoft 

Windows XP 

0

0.00

0

0.00

1

4.01

0

0.00

1

4.01

None 0

0.00

0

0.00

8

5.94

0

0.00

8

5.94

Total 0

0.00

0

0.00

9

5.73

0

0.00

9

5.73

None None 0

0.00

0

0.00

1

1.15

0

0.00

1

1.15

Total 0

0.00

0

0.00

1

1.15

0

0.00

1

1.15

Performance Microsoft 

Windows XP 

0

0.00

0

0.00

1

0.05

0

0.00

1

0.05

None 0

0.00

0

0.00

5

4.52

0

0.00

5

4.52

Total 0

0.00

0

0.00

6

3.77

0

0.00

6

3.77

Total 0

0.00

0

0.00

29

4.95

2

1.26

31

4.71

Print/Copy/Sca

n/Fax

Error Code None 0

0.00

0

0.00

3

5.03

0

0.00

3

5.03



Critical High Low Medium Total

Metro D 

Desktop 

Support

Print/Copy/Sca

n/Fax

Error Code Total 0

0.00

0

0.00

3

5.03

0

0.00

3

5.03

Incident Microsoft 

Windows XP 

0

0.00

0

0.00

1

18.06

0

0.00

1

18.06

None 0

0.00

0

0.00

8

1.35

0

0.00

8

1.35

Novell iPrint 0

0.00

0

0.00

1

1.24

0

0.00

1

1.24

Total 0

0.00

0

0.00

10

3.01

0

0.00

10

3.01

None Novell Client 

for 32-bit 

0

0.00

0

0.00

1

5.81

0

0.00

1

5.81

Total 0

0.00

0

0.00

1

5.81

0

0.00

1

5.81

Total 0

0.00

0

0.00

14

3.65

0

0.00

14

3.65

Total 0
0.00

0
0.00

155
4.16

9
5.01

164
4.21

Metro D Help 

Desk

_No Tier 2 None None 0

0.00

0

0.00

7

1.76

1

0.00

8

1.54

Total 0

0.00

0

0.00

7

1.76

1

0.00

8

1.54

Total 0

0.00

0

0.00

7

1.76

1

0.00

8

1.54

Application Error Employee 

Gateway

0

0.00

0

0.00

1

29.93

0

0.00

1

29.93

Medicaid 

Managed 

0

0.00

0

0.00

1

0.17

0

0.00

1

0.17

None 0

0.00

0

0.00

3

0.33

0

0.00

3

0.33

Novell 

GroupWise

0

0.00

0

0.00

4

1.01

0

0.00

4

1.01



Critical High Low Medium Total

Metro D Help 

Desk

Application Error Novell 

Messenger

0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Utah Master 

Directory

0

0.00

0

0.00

1

0.13

0

0.00

1

0.13

Total 0

0.00

0

0.00

11

3.21

0

0.00

11

3.21

None None 0

0.00

0

0.00

1

5.26

0

0.00

1

5.26

Total 0

0.00

0

0.00

1

5.26

0

0.00

1

5.26

Password Dentrix 0

0.00

0

0.00

1

0.79

0

0.00

1

0.79

Microsoft 

Windows XP 

0

0.00

0

0.00

1

0.56

0

0.00

1

0.56

Novell Client 

for 32-bit 

0

0.00

0

0.00

1

0.21

0

0.00

1

0.21

Novell 

GroupWise

0

0.00

0

0.00

2

1.31

0

0.00

2

1.31

Novell 

Messenger

0

0.00

0

0.00

1

4.97

0

0.00

1

4.97

Total 0

0.00

0

0.00

6

1.52

0

0.00

6

1.52

Reporting None 0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Novell 

GroupWise

0

0.00

0

0.00

1

0.20

0

0.00

1

0.20

Total 0

0.00

0

0.00

2

0.10

0

0.00

2

0.10

Total 0

0.00

0

0.00

20

2.49

0

0.00

20

2.49

Mobile Devices None BlackBerry 0

0.00

0

0.00

1

0.22

0

0.00

1

0.22



Critical High Low Medium Total

Metro D Help 

Desk

Mobile Devices None Total 0

0.00

0

0.00

1

0.22

0

0.00

1

0.22

Total 0

0.00

0

0.00

1

0.22

0

0.00

1

0.22

Network Error None 0

0.00

0

0.00

3

1.89

0

0.00

3

1.89

Novell Client 

for 32-bit 

0

0.00

0

0.00

4

0.83

0

0.00

4

0.83

Total 0

0.00

0

0.00

7

1.28

0

0.00

7

1.28

Incident None 0

0.00

0

0.00

1

0.80

0

0.00

1

0.80

Novell Client 

for 32-bit 

0

0.00

0

0.00

0

0.00

1

1.49

1

1.49

Total 0

0.00

0

0.00

1

0.80

1

1.49

2

1.15

Password Novell Client 

for 32-bit 

0

0.00

0

0.00

10

1.16

0

0.00

10

1.16

Total 0

0.00

0

0.00

10

1.16

0

0.00

10

1.16

Total 0

0.00

0

0.00

18

1.19

1

1.49

19

1.21

PC/Laptop Error None 0

0.00

0

0.00

2

0.00

0

0.00

2

0.00

Total 0

0.00

0

0.00

2

0.00

0

0.00

2

0.00

Hardware None 0

0.00

0

0.00

3

0.26

0

0.00

3

0.26

Total 0

0.00

0

0.00

3

0.26

0

0.00

3

0.26

None None 0

0.00

0

0.00

1

6.97

0

0.00

1

6.97



Critical High Low Medium Total

Metro D Help 

Desk

PC/Laptop None Total 0

0.00

0

0.00

1

6.97

0

0.00

1

6.97

Password None 0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Performance None 0

0.00

0

0.00

1

0.17

0

0.00

1

0.17

Total 0

0.00

0

0.00

1

0.17

0

0.00

1

0.17

Total 0

0.00

0

0.00

8

0.99

0

0.00

8

0.99

Print/Copy/Sca

n/Fax

None None 0

0.00

0

0.00

1

4.92

0

0.00

1

4.92

Total 0

0.00

0

0.00

1

4.92

0

0.00

1

4.92

Paper Jam None 0

0.00

0

0.00

1

5.75

0

0.00

1

5.75

Total 0

0.00

0

0.00

1

5.75

0

0.00

1

5.75

Total 0

0.00

0

0.00

2

5.33

0

0.00

2

5.33

Total 0
0.00

0
0.00

56
1.83

2
0.75

58
1.79

Metro D 

Hosting

_No Tier 2 None None 0

0.00

0

0.00

7

20.21

3

2.88

10

15.01

Total 0

0.00

0

0.00

7

20.21

3

2.88

10

15.01

Total 0

0.00

0

0.00

7

20.21

3

2.88

10

15.01

Application Error Citrix ICA 

Client

0

0.00

0

0.00

1

2.50

0

0.00

1

2.50



Critical High Low Medium Total

Metro D 

Hosting

Application Error Citrix 

Installation 

0

0.00

0

0.00

4

21.47

0

0.00

4

21.47

Dentrix 0

0.00

0

0.00

3

21.32

0

0.00

3

21.32

Laboratory 

Information 

0

0.00

0

0.00

1

0.83

0

0.00

1

0.83

Microsoft Word 0

0.00

0

0.00

1

24.06

0

0.00

1

24.06

None 0

0.00

0

0.00

17

16.72

5

8.65

22

14.89

Novell 

GroupWise

0

0.00

0

0.00

3

42.75

0

0.00

3

42.75

Total 0

0.00

0

0.00

30

19.66

5

8.65

35

18.09

None Dentrix 0

0.00

0

0.00

1

0.51

0

0.00

1

0.51

HiTrack 0

0.00

0

0.00

1

24.55

0

0.00

1

24.55

None 0

0.00

0

0.00

3

11.65

2

3.31

5

8.31

Novell Client 

for 32-bit 

0

0.00

0

0.00

2

2.95

0

0.00

2

2.95

Total 0

0.00

0

0.00

7

9.41

2

3.31

9

8.06

Password Citrix ICA 

Client

0

0.00

0

0.00

1

1.09

0

0.00

1

1.09

None 0

0.00

0

0.00

1

2.45

0

0.00

1

2.45

Total 0

0.00

0

0.00

2

1.77

0

0.00

2

1.77

Reporting None 0

0.00

0

0.00

2

2.44

0

0.00

2

2.44



Critical High Low Medium Total

Metro D 

Hosting

Application Reporting Total 0

0.00

0

0.00

2

2.44

0

0.00

2

2.44

Total 0

0.00

0

0.00

41

16.20

7

7.13

48

14.87

Network Error None 0

0.00

0

0.00

5

5.90

1

1.15

6

5.10

Novell Client 

for 32-bit 

0

0.00

1

0.71

1

1.66

0

0.00

2

1.19

Total 0

0.00

1

0.71

6

5.19

1

1.15

8

4.13

Incident Citrix 

Installation 

0

0.00

0

0.00

0

0.00

2

1.91

2

1.91

None 0

0.00

0

0.00

3

9.39

1

4.62

4

8.19

Total 0

0.00

0

0.00

3

9.39

3

2.82

6

6.10

Password Novell Client 

for 32-bit 

0

0.00

0

0.00

1

1.48

0

0.00

1

1.48

Total 0

0.00

0

0.00

1

1.48

0

0.00

1

1.48

Total 0

0.00

1

0.71

10

6.08

4

2.40

15

4.74

Print/Copy/Sca

n/Fax

Incident None 0

0.00

0

0.00

5

9.17

0

0.00

5

9.17

Novell iPrint 0

0.00

0

0.00

1

1.13

0

0.00

1

1.13

Total 0

0.00

0

0.00

6

7.83

0

0.00

6

7.83

Total 0

0.00

0

0.00

6

7.83

0

0.00

6

7.83

Remote 

Connectivity

Error None 0

0.00

0

0.00

1

0.00

0

0.00

1

0.00



Critical High Low Medium Total

Metro D 

Hosting

Remote 

Connectivity

Error Total 0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Server Error None 0

0.00

0

0.00

7

21.54

1

0.00

8

18.85

Utah Master 

Directory

0

0.00

0

0.00

1

3.26

0

0.00

1

3.26

Total 0

0.00

0

0.00

8

19.25

1

0.00

9

17.11

Total 0

0.00

0

0.00

8

19.25

1

0.00

9

17.11

Total 0
0.00

1
0.71

73
14.62

15
4.54

89
12.77

Metro D 

Network

_No Tier 2 None None 0

0.00

0

0.00

0

0.00

1

0.00

1

0.00

Total 0

0.00

0

0.00

0

0.00

1

0.00

1

0.00

Total 0

0.00

0

0.00

0

0.00

1

0.00

1

0.00

Application Error None 0

0.00

0

0.00

1

94.44

0

0.00

1

94.44

Total 0

0.00

0

0.00

1

94.44

0

0.00

1

94.44

Total 0

0.00

0

0.00

1

94.44

0

0.00

1

94.44

Network Error None 0

0.00

0

0.00

1

0.40

0

0.00

1

0.40

Total 0

0.00

0

0.00

1

0.40

0

0.00

1

0.40

Incident None 0

0.00

0

0.00

1

5.05

0

0.00

1

5.05



Critical High Low Medium Total

Metro D 

Network

Network Incident Total 0

0.00

0

0.00

1

5.05

0

0.00

1

5.05

Password Novell Client 

for 32-bit 

0

0.00

0

0.00

1

6.19

0

0.00

1

6.19

Total 0

0.00

0

0.00

1

6.19

0

0.00

1

6.19

Total 0

0.00

0

0.00

3

3.88

0

0.00

3

3.88

PC/Laptop Error None 0

0.00

0

0.00

1

8.02

0

0.00

1

8.02

Total 0

0.00

0

0.00

1

8.02

0

0.00

1

8.02

Total 0

0.00

0

0.00

1

8.02

0

0.00

1

8.02

Total 0
0.00

0
0.00

5
22.82

1
0.00

6
19.02

Metro D North 

Desktop 

Support

_No Tier 2 None Microsoft 

Windows XP 

0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

None 0

0.00

0

0.00

6

0.00

0

0.00

6

0.00

Novell Client 

for 32-bit 

0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

WordPerfect 

Office 2002

0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

0

0.00

9

0.00

0

0.00

9

0.00

Total 0

0.00

0

0.00

9

0.00

0

0.00

9

0.00

Application Error PGP 0

0.00

0

0.00

2

0.00

0

0.00

2

0.00

Systm Microsoft 

Windows XP 

0

0.00

0

0.00

1

0.00

0

0.00

1

0.00



Critical High Low Medium Total

Metro D North 

Desktop 

Support

Application Error Total 0

0.00

0

0.00

3

0.00

0

0.00

3

0.00

Total 0

0.00

0

0.00

3

0.00

0

0.00

3

0.00

Network Incident None 0

0.00

0

0.00

4

0.00

0

0.00

4

0.00

Total 0

0.00

0

0.00

4

0.00

0

0.00

4

0.00

Password None 0

0.00

0

0.00

2

0.33

0

0.00

2

0.33

Total 0

0.00

0

0.00

2

0.33

0

0.00

2

0.33

Total 0

0.00

0

0.00

6

0.12

0

0.00

6

0.12

PC/Laptop Virus None 0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Print/Copy/Sca

n/Fax

Incident None 0

0.00

0

0.00

1

1.42

0

0.00

1

1.42

Total 0

0.00

0

0.00

1

1.42

0

0.00

1

1.42

Total 0

0.00

0

0.00

1

1.42

0

0.00

1

1.42

Total 0
0.00

0
0.00

20
0.13

0
0.00

20
0.13

Operations 

Production 

Control

_No Tier 2 None None 0

0.00

0

0.00

9

0.44

0

0.00

9

0.44

Total 0

0.00

0

0.00

9

0.44

0

0.00

9

0.44



Critical High Low Medium Total

Operations 

Production 

Control

_No Tier 2 Total 0

0.00

0

0.00

9

0.44

0

0.00

9

0.44

Application Password BlueZone 0

0.00

0

0.00

1

0.84

0

0.00

1

0.84

Medicaid 

Managed 

0

0.00

0

0.00

5

0.61

0

0.00

5

0.61

None 0

0.00

0

0.00

3

1.56

0

0.00

3

1.56

Public 

Assistance 

0

0.00

0

0.00

1

2.20

0

0.00

1

2.20

Utah Master 

Directory

0

0.00

0

0.00

1

2.40

0

0.00

1

2.40

Total 0

0.00

0

0.00

11

1.20

0

0.00

11

1.20

Total 0

0.00

0

0.00

11

1.20

0

0.00

11

1.20

Mainframe Error BlueZone 0

0.00

0

0.00

1

2.73

0

0.00

1

2.73

Medicaid 

Managed 

0

0.00

0

0.00

1

0.63

0

0.00

1

0.63

Total 0

0.00

0

0.00

2

1.68

0

0.00

2

1.68

Password BlueZone 0

0.00

0

0.00

7

0.71

0

0.00

7

0.71

Medicaid 

Managed 

0

0.00

0

0.00

2

0.27

0

0.00

2

0.27

None 0

0.00

0

0.00

8

0.49

0

0.00

8

0.49

Total 0

0.00

0

0.00

17

0.56

0

0.00

17

0.56

Total 0

0.00

0

0.00

19

0.68

0

0.00

19

0.68



Critical High Low Medium Total

Operations 

Production 

Control

Total 0
0.00

0
0.00

39
0.77

0
0.00

39
0.77

Rural Central 

Desktop 

Support

Application None Microsoft 

Windows XP 

0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

None 0

0.00

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

0

0.00

2

0.00

0

0.00

2

0.00

Total 0

0.00

0

0.00

2

0.00

0

0.00

2

0.00

PC/Laptop Virus None 0

0.00

0

0.00

1

1.37

0

0.00

1

1.37

Total 0

0.00

0

0.00

1

1.37

0

0.00

1

1.37

Total 0

0.00

0

0.00

1

1.37

0

0.00

1

1.37

Total 0
0.00

0
0.00

3
0.46

0
0.00

3
0.46

Rural South 

Desktop 

Support

Application None Novell 

GroupWise

0

0.00

0

0.00

1

0.74

0

0.00

1

0.74

Total 0

0.00

0

0.00

1

0.74

0

0.00

1

0.74

Total 0

0.00

0

0.00

1

0.74

0

0.00

1

0.74

Total 0
0.00

0
0.00

1
0.74

0
0.00

1
0.74

Security Application Error Internet 

Explorer

0

0.00

0

0.00

1

18.61

0

0.00

1

18.61

Total 0

0.00

0

0.00

1

18.61

0

0.00

1

18.61

Total 0

0.00

0

0.00

1

18.61

0

0.00

1

18.61



Critical High Low Medium Total

Security Network Error None 0

0.00

0

0.00

4

3.59

0

0.00

4

3.59

Total 0

0.00

0

0.00

4

3.59

0

0.00

4

3.59

Total 0

0.00

0

0.00

4

3.59

0

0.00

4

3.59

Total 0
0.00

0
0.00

5
6.60

0
0.00

5
6.60

Technical 

Lead/Project 

Manager

_No Tier 2 None None 0

0.00

0

0.00

1

0.86

0

0.00

1

0.86

Total 0

0.00

0

0.00

1

0.86

0

0.00

1

0.86

Total 0

0.00

0

0.00

1

0.86

0

0.00

1

0.86

Application Error Medicaid 

Managed 

0

0.00

0

0.00

1

0.93

0

0.00

1

0.93

Microsoft Excel 0

0.00

0

0.00

1

0.46

0

0.00

1

0.46

Microsoft 

Windows XP 

0

0.00

0

0.00

1

4.38

0

0.00

1

4.38

None 0

0.00

0

0.00

3

6.96

0

0.00

3

6.96

Total 0

0.00

0

0.00

6

4.44

0

0.00

6

4.44

None None 0

0.00

0

0.00

2

3.59

0

0.00

2

3.59

Total 0

0.00

0

0.00

2

3.59

0

0.00

2

3.59

Password None 0

0.00

0

0.00

1

1.18

0

0.00

1

1.18

Novell 

GroupWise

0

0.00

0

0.00

1

0.98

0

0.00

1

0.98



Critical High Low Medium Total

Technical 

Lead/Project 

Manager

Application Password Total 0

0.00

0

0.00

2

1.08

0

0.00

2

1.08

SSL Certificate None 0

0.00

0

0.00

1

7.51

0

0.00

1

7.51

Total 0

0.00

0

0.00

1

7.51

0

0.00

1

7.51

Total 0

0.00

0

0.00

11

3.95

0

0.00

11

3.95

Network Error Internet 

Explorer

0

0.00

0

0.00

1

1.54

0

0.00

1

1.54

Total 0

0.00

0

0.00

1

1.54

0

0.00

1

1.54

None None 0

0.00

0

0.00

1

1.97

0

0.00

1

1.97

Total 0

0.00

0

0.00

1

1.97

0

0.00

1

1.97

Password Novell Client 

for 32-bit 

0

0.00

0

0.00

1

1.23

0

0.00

1

1.23

Total 0

0.00

0

0.00

1

1.23

0

0.00

1

1.23

Total 0

0.00

0

0.00

3

1.58

0

0.00

3

1.58

PC/Laptop Error Microsoft 

Windows XP 

0

0.00

0

0.00

1

1.55

0

0.00

1

1.55

None 0

0.00

0

0.00

3

2.15

0

0.00

3

2.15

Total 0

0.00

0

0.00

4

2.00

0

0.00

4

2.00

Hardware None 0

0.00

0

0.00

2

1.97

0

0.00

2

1.97

Total 0

0.00

0

0.00

2

1.97

0

0.00

2

1.97



Critical High Low Medium Total

Technical 

Lead/Project 

Manager

PC/Laptop Password None 0

0.00

0

0.00

1

4.14

0

0.00

1

4.14

Total 0

0.00

0

0.00

1

4.14

0

0.00

1

4.14

Total 0

0.00

0

0.00

7

2.30

0

0.00

7

2.30

Print/Copy/Sca

n/Fax

Error Code Novell iPrint 0

0.00

0

0.00

1

2.66

0

0.00

1

2.66

Total 0

0.00

0

0.00

1

2.66

0

0.00

1

2.66

Incident None 0

0.00

0

0.00

2

2.35

0

0.00

2

2.35

Total 0

0.00

0

0.00

2

2.35

0

0.00

2

2.35

Total 0

0.00

0

0.00

3

2.46

0

0.00

3

2.46

Total 0
0.00

0
0.00

25
2.90

0
0.00

25
2.90

Voice 

Operations

_No Tier 2 None None 0

0.00

0

0.00

1

0.15

0

0.00

1

0.15

Total 0

0.00

0

0.00

1

0.15

0

0.00

1

0.15

Total 0

0.00

0

0.00

1

0.15

0

0.00

1

0.15

Telecom Area Code None 0

0.00

0

0.00

1

0.24

0

0.00

1

0.24

Total 0

0.00

0

0.00

1

0.24

0

0.00

1

0.24

Call/Receive None 0

0.00

0

0.00

3

4.66

0

0.00

3

4.66

Total 0

0.00

0

0.00

3

4.66

0

0.00

3

4.66



Critical High Low Medium Total

Voice 

Operations

Telecom Dial Tone None 0

0.00

1

0.38

1

0.38

1

0.47

3

0.41

Total 0

0.00

1

0.38

1

0.38

1

0.47

3

0.41

Feature None 0

0.00

0

0.00

3

0.66

2

11.67

5

5.06

Telephone 0

0.00

0

0.00

2

1.30

0

0.00

2

1.30

Total 0

0.00

0

0.00

5

0.91

2

11.67

7

3.99

Hardware None 0

0.00

0

0.00

1

0.26

0

0.00

1

0.26

Total 0

0.00

0

0.00

1

0.26

0

0.00

1

0.26

Voice Mail None 0

0.00

0

0.00

8

0.24

0

0.00

8

0.24

Telephone 0

0.00

0

0.00

5

0.34

0

0.00

5

0.34

Total 0

0.00

0

0.00

13

0.28

0

0.00

13

0.28

Total 0

0.00

1

0.38

24

0.96

3

7.94

28

1.69

Total 0
0.00

1
0.38

25
0.93

3
7.94

29
1.63

Voice/Data/WA

N Services

Telecom Dial Tone None 0

0.00

0

0.00

3

0.71

0

0.00

3

0.71

Telephone 0

0.00

0

0.00

3

0.57

0

0.00

3

0.57

Total 0

0.00

0

0.00

6

0.64

0

0.00

6

0.64

Hardware Telephone 0

0.00

0

0.00

2

1.20

0

0.00

2

1.20



Critical High Low Medium Total

Voice/Data/WA

N Services

Telecom Hardware Total 0

0.00

0

0.00

2

1.20

0

0.00

2

1.20

Total 0

0.00

0

0.00

8

0.78

0

0.00

8

0.78

Total 0
0.00

0
0.00

8
0.78

0
0.00

8
0.78

WIC Tech 

Support

Application Error Women, Infant, 

and Children 

0

0.00

2

0.00

6

0.00

1

0.00

9

0.00

Total 0

0.00

2

0.00

6

0.00

1

0.00

9

0.00

Total 0

0.00

2

0.00

6

0.00

1

0.00

9

0.00

Total 0
0.00

2
0.00

6
0.00

1
0.00

9
0.00

Total 1
0.55

6
0.20

495
5.23

32
4.51

534
5.12

_No Tier 2 NoNone  0.55TIR:TIR Missed:NoneINC000000138198

No  0.55TTR:TTR Missed:Metro D Hosting Low ClosedHealth

_No Tier 2 NoNone  0.03TIR:TIR Missed:NoneINC000000147205

_No Tier 2 YesNone  2.91TIR:TIR Missed:NoneINC000000147205

No  0.52TTR:TTR Missed:Metro D Hosting Medium ClosedHealth

No  2.91TTR:TTR Missed:Metro D Hosting Medium ClosedHealth

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000148192

No  0.00TTR:TTR Missed:Metro D Help Desk Low ClosedHealth

_No Tier 2 YesNone  4.29TIR:TIR Missed:NoneINC000000150270

Yes  20.00TTR:TTR Missed:Metro D Hosting Low ClosedHealth

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000151364

Yes  11.70TTR:TTR Missed:Metro D Hosting Low ClosedHealth

_No Tier 2 NoNone  0.26TIR:TIR Missed:NoneINC000000152078

Yes  6.69TTR:TTR Missed:Metro D Desktop Support Low ClosedHealth

_No Tier 2 YesNone  1.13TIR:TIR Missed:NoneINC000000152801

Yes  5.19TTR:TTR Missed:Metro D Hosting Medium ClosedHealth

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000153110

No  0.00TTR:TTR Missed:Metro D Network Medium ClosedHealth

_No Tier 2 NoNone  0.28TIR:TIR Missed:NoneINC000000153112

No  2.57TTR:TTR Missed:Metro D Desktop Support Low ClosedHealth

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000153602

No  0.00TTR:TTR Missed:Metro D Desktop Support Medium ClosedHealth



_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000153976

No  0.00TTR:TTR Missed:Metro D North Desktop Support Low ClosedHealth

_No Tier 2 NoNone  0.09TIR:TIR Missed:NoneINC000000154431

Yes  8.07TTR:TTR Missed:Metro D Help Desk Low ClosedHealth

_No Tier 2 NoNone  0.00TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000154816

No  0.00TTR:TTR Missed:Metro D North Desktop Support Low ClosedHealth

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000154831

No  0.00TTR:TTR Missed:Metro D North Desktop Support Low ClosedHealth

_No Tier 2 YesNone  5.76TIR:TIR Missed:NoneINC000000154877

No  5.76TTR:TTR Missed:Metro C Desktop Support Low ClosedHealth

_No Tier 2 NoNone  0.07TIR:TIR Missed:NoneINC000000155347

No  2.57TTR:TTR Missed:Metro D Desktop Support Low ClosedHealth

_No Tier 2 NoNone  0.40TIR:TIR Missed:NoneINC000000155408

No  1.47TTR:TTR Missed:Metro C Desktop Support Low ClosedHealth

_No Tier 2 NoNone  0.04TIR:TIR Missed:NoneINC000000155465

No  0.52TTR:TTR Missed:Metro D Desktop Support Low ClosedHealth

_No Tier 2 NoNone  0.00TIR:TIR Missed:WordPerfect Office 2002INC000000155736

No  0.00TTR:TTR Missed:Metro D North Desktop Support Low ClosedHealth

_No Tier 2 NoNone  0.32TIR:TIR Missed:NoneINC000000156571

No  5.69TTR:TTR Missed:Metro D Hosting Low ClosedHealth

_No Tier 2 YesNone  2.10TIR:TIR Missed:NoneINC000000156693

No  2.10TTR:TTR Missed:Metro D Hosting Low ClosedHealth

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000156757

No  0.00TTR:TTR Missed:Operations Production Control Low ClosedHealth

_No Tier 2 NoNone  0.23TIR:TIR Missed:NoneINC000000156850

No  4.00TTR:TTR Missed:Operations Production Control Low ClosedHealth

_No Tier 2 NoNone  0.99TIR:TIR Missed:NoneINC000000157404

Yes  100.89TTR:TTR Missed:Metro D Hosting Low ResolvedHealth

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000157648

No  0.00TTR:TTR Missed:Operations Production Control Low ClosedHealth

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000157918

No  0.00TTR:TTR Missed:Operations Production Control Low ClosedHealth

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000158529

No  0.00TTR:TTR Missed:Metro D North Desktop Support Low ResolvedHealth

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000158571

No  0.00TTR:TTR Missed:Metro D North Desktop Support Low ClosedHealth

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000158911

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ClosedHealth

_No Tier 2 NoNone  0.55TIR:TIR Missed:NoneINC000000159477

No  0.55TTR:TTR Missed:Metro D Hosting Low ResolvedHealth

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000159965

No  4.07TTR:TTR Missed:Metro D Desktop Support Low ResolvedHealth

_No Tier 2 NoNone  0.86TIR:TIR Missed:NoneINC000000160133

No  0.86TTR:TTR Missed:Technical Lead/Project Manager Low ResolvedHealth

_No Tier 2 NoNone  0.04TIR:TIR Missed:NoneINC000000160162

No  1.85TTR:TTR Missed:Metro D Help Desk Low ResolvedHealth

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000160318

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ResolvedHealth



_No Tier 2 NoNone  0.44TIR:TIR Missed:NoneINC000000160330

No  2.01TTR:TTR Missed:Metro D Desktop Support Low ResolvedHealth

_No Tier 2 NoNone  0.56TIR:TIR Missed:NoneINC000000160655

No  1.57TTR:TTR Missed:Metro D Desktop Support Low ResolvedHealth

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000160894

No  0.00TTR:TTR Missed:Metro D Help Desk Low ResolvedHealth

_No Tier 2 NoNone  0.57TIR:TIR Missed:NoneINC000000161119

No  0.57TTR:TTR Missed:Metro D Desktop Support Medium ResolvedHealth

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000161219

No  0.00TTR:TTR Missed:Operations Production Control Low ResolvedHealth

_No Tier 2 NoNone  0.79TIR:TIR Missed:NoneINC000000161727

No  3.40TTR:TTR Missed:Metro C Desktop Support Low ResolvedHealth

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000161764

No  0.00TTR:TTR Missed:Metro D Help Desk Medium ResolvedHealth

_No Tier 2 NoNone  0.04TIR:TIR Missed:NoneINC000000161927

No  0.97TTR:TTR Missed:Metro D Desktop Support Low ResolvedHealth

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000161979

No  0.15TTR:TTR Missed:Voice Operations Low ResolvedHealth

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000162079

No  0.00TTR:TTR Missed:Metro D Desktop Support Medium ResolvedHealth

_No Tier 2 NoNone  0.07TIR:TIR Missed:NoneINC000000162140

No  0.07TTR:TTR Missed:Metro D Help Desk Low ResolvedHealth

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000162278

No  0.00TTR:TTR Missed:Operations Production Control Low ResolvedHealth

_No Tier 2 NoNone  0.00TIR:TIR Missed:Microsoft Windows XP ProfessionnelINC000000162724

No  0.00TTR:TTR Missed:Metro D North Desktop Support Low ResolvedHealth

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000162802

No  0.00TTR:TTR Missed:Operations Production Control Low ResolvedHealth

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000162971

No  0.00TTR:TTR Missed:Operations Production Control Low ResolvedHealth

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000163175

No  0.00TTR:TTR Missed:Metro D North Desktop Support Low ResolvedHealth

_No Tier 2 YesNone  4.12TIR:TIR Missed:NoneINC000000163206

No  4.12TTR:TTR Missed:Application Support - EREP IA Low ResolvedHealth

_No Tier 2 NoNone  0.11TIR:TIR Missed:NoneINC000000163223

No  0.11TTR:TTR Missed:Metro D Desktop Support Low ResolvedHealth

_No Tier 2 NoNone  0.07TIR:TIR Missed:NoneINC000000163240

No  0.07TTR:TTR Missed:Metro D Help Desk Low ResolvedHealth

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000163760

No  0.00TTR:TTR Missed:Metro D North Desktop Support Low ResolvedHealth

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000164375

No  0.00TTR:TTR Missed:Operations Production Control Low ResolvedHealth

_No Tier 2 YesNone  2.24TIR:TIR Missed:NoneINC000000164626

No  2.24TTR:TTR Missed:Metro D Help Desk Low ResolvedHealth

_No Tier 2 NoNone  0.06TIR:TIR Missed:NoneINC000000164684

No  0.55TTR:TTR Missed:Metro D Desktop Support Medium ResolvedHealth

Application

Application NoError  0.38TIR:TIR Missed:NoneINC000000099729



Yes  69.39TTR:TTR Missed:Metro D Hosting Low ClosedHealth

Application YesError  1.46TIR:TIR Missed:NoneINC000000133987

No  1.46TTR:TTR Missed:Metro D Hosting Medium ClosedHealth

Application YesError  14.20TIR:TIR Missed:NoneINC000000139378

Yes  68.55TTR:TTR Missed:Metro D Hosting Low ResolvedHealth

Application YesError  236.09TIR:TIR Missed:Medicaid Managed Information SystemINC000000140484

Yes  236.09TTR:TTR Missed:Application Support - MMIS Low ResolvedHealth

Application YesError  1.34TIR:TIR Missed:Microsoft Windows XP ProfessionalINC000000145806

Yes  38.71TTR:TTR Missed:Metro D Desktop Support Low ResolvedHealth

Application NoError  0.21TIR:TIR Missed:NoneINC000000146527

Yes  20.55TTR:TTR Missed:Metro D Desktop Support Low ClosedHealth

Application NoError  0.35TIR:TIR Missed:Novell GroupWiseINC000000147828

Yes  7.29TTR:TTR Missed:Metro D Hosting Low ResolvedHealth

Application NoPassword  0.11TIR:TIR Missed:Novell GroupWiseINC000000148444

No  2.61TTR:TTR Missed:Metro D Help Desk Low ClosedHealth

Application NoError  0.26TIR:TIR Missed:Novell GroupWiseINC000000150870

Yes  67.39TTR:TTR Missed:Capitol Desktop Support Low ClosedHealth

Application NoError  0.60TIR:TIR Missed:Microsoft WordINC000000150883

Yes  24.06TTR:TTR Missed:Metro D Hosting Low ClosedHealth

Application NoError  0.85TIR:TIR Missed:Novell GroupWiseINC000000151317

Yes  99.78TTR:TTR Missed:Metro D Hosting Low ResolvedHealth

Application YesError  1.09TIR:TIR Missed:Novell MessengerINC000000151359

No  1.09TTR:TTR Missed:Metro D Desktop Support Low ResolvedHealth

Application NoError  0.56TIR:TIR Missed:Novell GroupWiseINC000000151436

No  2.62TTR:TTR Missed:Metro D Desktop Support Low ClosedHealth

Application NoPassword  0.25TIR:TIR Missed:Utah Master DirectoryINC000000151448

No  4.91TTR:TTR Missed:Help Desk Low ClosedHealth

Application YesNone  1.72TIR:TIR Missed:HiTrackINC000000151596

Yes  24.55TTR:TTR Missed:Metro D Hosting Low ClosedHealth

Application YesReporting  1.18TIR:TIR Missed:NoneINC000000151638

No  1.57TTR:TTR Missed:Metro D Desktop Support Low ClosedHealth

Application NoError  0.54TIR:TIR Missed:Remedy Incident ManagementINC000000151712

Yes  16.33TTR:TTR Missed:Internal Application Development and Support Low ClosedHealth

Application NoError  0.23TIR:TIR Missed:NoneINC000000151778

Yes  22.61TTR:TTR Missed:Metro D Hosting Low ClosedHealth

Application YesNone  3.00TIR:TIR Missed:NoneINC000000151984

No  3.79TTR:TTR Missed:Metro D Desktop Support Low ClosedHealth

Application NoReporting  0.55TIR:TIR Missed:NoneINC000000151996

No  1.20TTR:TTR Missed:Metro D Desktop Support Low ClosedHealth

Application NoPassword  0.99TIR:TIR Missed:Citrix ICA ClientINC000000152106

No  1.09TTR:TTR Missed:Metro D Hosting Low ClosedHealth

Application NoError  0.40TIR:TIR Missed:NoneINC000000152170

No  1.79TTR:TTR Missed:Metro D Hosting Low ClosedHealth

Application NoError  0.00TIR:TIR Missed:NoneINC000000152171

No  3.59TTR:TTR Missed:Metro D Desktop Support Low ClosedHealth

Application NoError  0.00TIR:TIR Missed:Women, Infant, and Children Nutrition ProgramINC000000152209

No  0.00TTR:TTR Missed:WIC Tech Support High ClosedHealth

Application NoError  0.00TIR:TIR Missed:Women, Infant, and Children Nutrition ProgramINC000000152267



No  0.00TTR:TTR Missed:WIC Tech Support Low ClosedHealth

Application NoError  0.49TIR:TIR Missed:NoneINC000000152303

No  0.49TTR:TTR Missed:Metro D Hosting Low ClosedHealth

Application NoError  0.29TIR:TIR Missed:NoneINC000000152427

No  0.29TTR:TTR Missed:Metro D Desktop Support Low ClosedHealth

Application YesNone  3.16TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000152491

No  3.16TTR:TTR Missed:Metro D Hosting Low ClosedHealth

Application NoError  0.89TIR:TIR Missed:NoneINC000000152511

Yes  72.03TTR:TTR Missed:Metro D Hosting Low ClosedHealth

Application NoNone  0.00TIR:TIR Missed:NoneINC000000152514

Yes  15.87TTR:TTR Missed:Metro D Desktop Support Low ClosedHealth

Application NoError  0.43TIR:TIR Missed:NoneINC000000152531

No  0.43TTR:TTR Missed:Metro D Hosting Low ClosedHealth

Application YesError  1.27TIR:TIR Missed:Novell GroupWiseINC000000152644

No  1.37TTR:TTR Missed:Metro D Desktop Support Low ClosedHealth

Application YesNone  1.59TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000152657

No  2.74TTR:TTR Missed:Metro D Hosting Low ClosedHealth

Application NoNone  0.17TIR:TIR Missed:Novell GroupWiseINC000000152864

No  0.66TTR:TTR Missed:Metro D Desktop Support Low ClosedHealth

Application NoError  0.00TIR:TIR Missed:NoneINC000000152870

No  0.00TTR:TTR Missed:Help Desk High ClosedHealth

Application NoNone  0.00TIR:TIR Missed:NoneINC000000152910

No  5.68TTR:TTR Missed:Metro D Desktop Support Low ClosedHealth

Application NoError  0.00TIR:TIR Missed:PGPINC000000152911

No  0.00TTR:TTR Missed:Metro D North Desktop Support Low ClosedHealth

Application NoError  0.00TIR:TIR Missed:PGPINC000000152918

No  0.00TTR:TTR Missed:Metro D North Desktop Support Low ClosedHealth

Application NoError  0.00TIR:TIR Missed:NoneINC000000153039

No  0.00TTR:TTR Missed:Help Desk Low ClosedHealth

Application NoError  0.17TIR:TIR Missed:Microsoft Windows XP ProfessionalINC000000153193

No  4.38TTR:TTR Missed:Technical Lead/Project Manager Low ClosedHealth

Application YesNone  2.50TIR:TIR Missed:NoneINC000000153263

No  3.64TTR:TTR Missed:Technical Lead/Project Manager Low ClosedHealth

Application NoPassword  0.21TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000153266

No  0.21TTR:TTR Missed:Metro D Help Desk Low ClosedHealth

Application NoError  0.17TIR:TIR Missed:Medicaid Managed Information SystemINC000000153418

No  0.17TTR:TTR Missed:Metro D Help Desk Low ClosedHealth

Application YesReporting  1.75TIR:TIR Missed:Novell GroupWiseINC000000153471

No  1.83TTR:TTR Missed:Metro D Desktop Support Low ClosedHealth

Application NoReporting  0.57TIR:TIR Missed:NoneINC000000153616

No  1.11TTR:TTR Missed:Metro D Desktop Support Low ClosedHealth

Application NoNone  0.68TIR:TIR Missed:Novell GroupWiseINC000000153642

No  0.74TTR:TTR Missed:Rural South Desktop Support Low ClosedHealth

Application NoReporting  0.17TIR:TIR Missed:NoneINC000000153698

No  1.38TTR:TTR Missed:Metro D Desktop Support Low ClosedHealth

Application NoPassword  0.15TIR:TIR Missed:Medicaid Managed Information SystemINC000000153884

No  0.38TTR:TTR Missed:Operations Production Control Low ClosedHealth

Application NoPassword  0.00TIR:TIR Missed:BlueZoneINC000000154213



No  0.00TTR:TTR Missed:Help Desk Low ClosedHealth

Application NoReporting  0.00TIR:TIR Missed:Novell GroupWiseINC000000154216

No  0.00TTR:TTR Missed:Help Desk Low ClosedHealth

Application NoError  0.81TIR:TIR Missed:NoneINC000000154280

Yes  13.19TTR:TTR Missed:Technical Lead/Project Manager Low ClosedHealth

Application NoReporting  0.31TIR:TIR Missed:NoneINC000000154291

No  3.42TTR:TTR Missed:Metro D Hosting Low ClosedHealth

Application NoNone  1.07TIR:TIR Missed:NoneINC000000154309

Application YesNone  1.51TIR:TIR Missed:NoneINC000000154309

No  1.07TTR:TTR Missed:Metro D Hosting Medium ClosedHealth

Yes  5.54TTR:TTR Missed:Metro D Hosting Medium ClosedHealth

Application NoReporting  0.15TIR:TIR Missed:NoneINC000000154366

Yes  6.26TTR:TTR Missed:Metro D Desktop Support Low ClosedHealth

Application NoError  0.08TIR:TIR Missed:NoneINC000000154448

No  0.20TTR:TTR Missed:Capitol Hosting Low ClosedHealth

Application NoError  0.26TIR:TIR Missed:Microsoft ExcelINC000000154507

No  0.26TTR:TTR Missed:Help Desk Low ClosedHealth

Application YesError  2.17TIR:TIR Missed:NoneINC000000154553

Yes  9.19TTR:TTR Missed:Metro D Desktop Support Low ClosedHealth

Application NoError  0.15TIR:TIR Missed:Novell GroupWiseINC000000154715

No  0.30TTR:TTR Missed:Metro D Desktop Support Low ClosedHealth

Application NoError  0.00TIR:TIR Missed:Novell MessengerINC000000154900

No  0.00TTR:TTR Missed:Metro D Help Desk Low ClosedHealth

Application NoNone  0.00TIR:TIR Missed:Microsoft Windows XP ProfessionnelINC000000155162

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedHealth

Application NoError  0.00TIR:TIR Missed:Financial Information NetworkINC000000155228

No  0.00TTR:TTR Missed:Help Desk Low ClosedHealth

Application NoError  0.28TIR:TIR Missed:NoneINC000000155289

No  0.28TTR:TTR Missed:Metro D Help Desk Low ClosedHealth

Application NoError  0.10TIR:TIR Missed:DentrixINC000000155291

Yes  12.84TTR:TTR Missed:Metro D Hosting Low ClosedHealth

Application NoError  0.40TIR:TIR Missed:Novell GroupWiseINC000000155312

Yes  6.89TTR:TTR Missed:Metro D Desktop Support Low ClosedHealth

Application NoPassword  0.11TIR:TIR Missed:Medicaid Managed Information SystemINC000000155459

No  0.85TTR:TTR Missed:Operations Production Control Low ClosedHealth

Application NoReporting  0.00TIR:TIR Missed:Internet ExplorerINC000000155463

No  0.00TTR:TTR Missed:Help Desk Low ClosedHealth

Application YesPassword  1.49TIR:TIR Missed:Public Assistance Case Management Information SystemINC000000155466

No  2.20TTR:TTR Missed:Operations Production Control Low ClosedHealth

Application YesError  1.88TIR:TIR Missed:NoneINC000000155521

Yes  7.63TTR:TTR Missed:Metro D Hosting Medium ClosedHealth

Application YesError  1.07TIR:TIR Missed:NoneINC000000155573

No  2.52TTR:TTR Missed:Metro D Hosting Low ClosedHealth

Application NoError  0.76TIR:TIR Missed:NoneINC000000155646

No  1.51TTR:TTR Missed:Metro D Hosting Low ClosedHealth

Application YesError  29.93TIR:TIR Missed:Employee GatewayINC000000155728

Yes  29.93TTR:TTR Missed:Metro D Help Desk Low ClosedHealth

Application YesError  1.49TIR:TIR Missed:NoneINC000000156055



No  3.79TTR:TTR Missed:Metro D Desktop Support Low ClosedHealth

Application YesError  6.06TIR:TIR Missed:Internet ExplorerINC000000156065

Yes  18.61TTR:TTR Missed:Security Low ClosedHealth

Application NoError  0.09TIR:TIR Missed:Citrix Installation ManagerINC000000156192

No  0.92TTR:TTR Missed:Metro D Hosting Low ClosedHealth

Application NoError  0.20TIR:TIR Missed:PGPINC000000156206

No  4.01TTR:TTR Missed:Metro D Desktop Support Low ClosedHealth

Application NoError  0.50TIR:TIR Missed:Citrix Installation ManagerINC000000156234

Yes  62.71TTR:TTR Missed:Metro D Hosting Low ResolvedHealth

Application NoPassword  0.10TIR:TIR Missed:Utah Master DirectoryINC000000156243

No  0.10TTR:TTR Missed:Help Desk Low ClosedHealth

Application NoError  0.21TIR:TIR Missed:Novell GroupWiseINC000000156268

No  0.40TTR:TTR Missed:Metro D Desktop Support Low ResolvedHealth

Application NoPassword  0.10TIR:TIR Missed:Medicaid Managed Information SystemINC000000156517

No  0.32TTR:TTR Missed:Operations Production Control Low ClosedHealth

Application NoNone  0.56TIR:TIR Missed:Novell GroupWiseINC000000156518

Yes  48.90TTR:TTR Missed:Metro D Desktop Support Low ResolvedHealth

Application NoError  0.32TIR:TIR Missed:NoneINC000000156559

Yes  7.21TTR:TTR Missed:Metro D Desktop Support Low ClosedHealth

Application NoReporting  0.29TIR:TIR Missed:NoneINC000000156632

Yes  6.42TTR:TTR Missed:Metro D Desktop Support Low ClosedHealth

Application NoError  0.89TIR:TIR Missed:Novell GroupWiseINC000000156940

Yes  21.19TTR:TTR Missed:Metro D Hosting Low ClosedHealth

Application NoError  0.80TIR:TIR Missed:NoneINC000000156949

No  2.57TTR:TTR Missed:Metro D Hosting Low ClosedHealth

Application NoError  0.52TIR:TIR Missed:Citrix Installation ManagerINC000000156975

Yes  11.89TTR:TTR Missed:Metro D Hosting Low ClosedHealth

Application NoPassword  0.00TIR:TIR Missed:Novell GroupWiseINC000000157012

No  0.00TTR:TTR Missed:Metro D Help Desk Low ClosedHealth

Application YesPassword  4.97TIR:TIR Missed:Novell MessengerINC000000157124

No  4.97TTR:TTR Missed:Metro D Help Desk Low ClosedHealth

Application NoError  0.18TIR:TIR Missed:Adobe ReaderINC000000157155

No  0.38TTR:TTR Missed:Metro D Desktop Support Low ClosedHealth

Application YesError  1.67TIR:TIR Missed:Citrix Installation ManagerINC000000157766

Yes  10.37TTR:TTR Missed:Metro D Hosting Low ClosedHealth

Application YesError  4.03TIR:TIR Missed:Novell GroupWiseINC000000157777

No  4.03TTR:TTR Missed:Metro D Help Desk Low ClosedHealth

Application NoPassword  0.00TIR:TIR Missed:Utah Master DirectoryINC000000157797

No  0.00TTR:TTR Missed:Help Desk Low ClosedHealth

Application YesError  8.53TIR:TIR Missed:Novell GroupWiseINC000000157827

Yes  8.53TTR:TTR Missed:Capitol Desktop Support Low ClosedHealth

Application NoError  0.66TIR:TIR Missed:Microsoft WordINC000000157896

Yes  37.38TTR:TTR Missed:Metro D Desktop Support Medium ResolvedHealth

Application NoReporting  0.11TIR:TIR Missed:Novell GroupWiseINC000000157946

No  0.20TTR:TTR Missed:Metro D Help Desk Low ClosedHealth

Application NoNone  0.75TIR:TIR Missed:NoneINC000000157990

Yes  6.19TTR:TTR Missed:Metro D Desktop Support Low ClosedHealth

Application NoError  0.76TIR:TIR Missed:BMIINC000000158000



No  1.16TTR:TTR Missed:Metro D Desktop Support Low ClosedHealth

Application NoNone  0.00TIR:TIR Missed:NoneINC000000158014

No  1.02TTR:TTR Missed:Metro D Desktop Support Low ClosedHealth

Application NoError  0.36TIR:TIR Missed:Microsoft OfficeINC000000158165

No  0.36TTR:TTR Missed:Metro D Desktop Support Low ClosedHealth

Application NoNone  0.00TIR:TIR Missed:NoneINC000000158192

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedHealth

Application NoError  0.11TIR:TIR Missed:NoneINC000000158290

Yes  94.44TTR:TTR Missed:Metro D Network Low ResolvedHealth

Application NoNone  0.44TIR:TIR Missed:NoneINC000000158302

Yes  32.47TTR:TTR Missed:Metro D Hosting Low ResolvedHealth

Application NoPassword  0.15TIR:TIR Missed:Utah Master DirectoryINC000000158414

No  0.15TTR:TTR Missed:Help Desk Low ClosedHealth

Application NoNone  0.00TIR:TIR Missed:NoneINC000000158417

Yes  8.87TTR:TTR Missed:Metro D Desktop Support Low ResolvedHealth

Application NoNone  0.00TIR:TIR Missed:NoneINC000000158427

Yes  8.72TTR:TTR Missed:Metro D Desktop Support Low ResolvedHealth

Application NoNone  0.44TIR:TIR Missed:NoneINC000000158437

No  1.04TTR:TTR Missed:Metro D Hosting Low ClosedHealth

Application NoError  0.00TIR:TIR Missed:Women, Infant, and Children Nutrition ProgramINC000000158534

No  0.00TTR:TTR Missed:WIC Tech Support Medium ClosedHealth

Application NoReporting  0.00TIR:TIR Missed:Internet ExplorerINC000000158694

No  0.00TTR:TTR Missed:Help Desk Low ClosedHealth

Application NoError  0.00TIR:TIR Missed:Novell GroupWiseINC000000158711

No  0.00TTR:TTR Missed:Metro D Help Desk Low ClosedHealth

Application NoPassword  0.28TIR:TIR Missed:Utah Master DirectoryINC000000158783

No  0.32TTR:TTR Missed:Help Desk Low ClosedHealth

Application NoPassword  0.00TIR:TIR Missed:Utah Master DirectoryINC000000158892

No  0.00TTR:TTR Missed:Help Desk Low ClosedHealth

Application YesNone  5.26TIR:TIR Missed:NoneINC000000158922

No  5.26TTR:TTR Missed:Metro D Help Desk Low ClosedHealth

Application YesError  3.55TIR:TIR Missed:NoneINC000000158999

No  3.55TTR:TTR Missed:Technical Lead/Project Manager Low ClosedHealth

Application YesNone  3.53TIR:TIR Missed:NoneINC000000159003

No  3.53TTR:TTR Missed:Technical Lead/Project Manager Low ClosedHealth

Application NoError  0.88TIR:TIR Missed:DentrixINC000000159030

Yes  32.15TTR:TTR Missed:Metro D Hosting Low ResolvedHealth

Application NoReporting  0.85TIR:TIR Missed:NoneINC000000159031

No  1.45TTR:TTR Missed:Metro D Hosting Low ClosedHealth

Application NoError  0.03TIR:TIR Missed:Novell GroupWiseINC000000159071

No  0.39TTR:TTR Missed:Metro D Desktop Support Low ClosedHealth

Application NoReporting  0.00TIR:TIR Missed:NoneINC000000159088

No  1.53TTR:TTR Missed:Metro D Desktop Support Low ClosedHealth

Application YesNone  1.35TIR:TIR Missed:Novell GroupWiseINC000000159372

Yes  11.23TTR:TTR Missed:Metro D Desktop Support Low ResolvedHealth

Application YesError  1.28TIR:TIR Missed:Internet ExplorerINC000000159383

Yes  6.01TTR:TTR Missed:Metro D Desktop Support Low ResolvedHealth

Application NoError  0.00TIR:TIR Missed:Women, Infant, and Children Nutrition ProgramINC000000159542



No  0.00TTR:TTR Missed:WIC Tech Support High ClosedHealth

Application NoError  0.36TIR:TIR Missed:NoneINC000000159728

No  0.36TTR:TTR Missed:Metro D Hosting Low ResolvedHealth

Application NoError  0.27TIR:TIR Missed:NoneINC000000159781

No  0.27TTR:TTR Missed:Metro D Desktop Support Low ResolvedHealth

Application NoPassword  0.18TIR:TIR Missed:Utah Master DirectoryINC000000159818

No  0.18TTR:TTR Missed:Help Desk Low ResolvedHealth

Application NoError  1.00TIR:TIR Missed:NoneINC000000159869

Application NoError  0.00TIR:TIR Missed:NoneINC000000159869

No  2.12TTR:TTR Missed:Metro D Hosting Low ResolvedHealth

No  4.90TTR:TTR Missed:Metro D Hosting Low ResolvedHealth

Application YesError  5.95TIR:TIR Missed:Medicaid Managed Information SystemINC000000159890

No  5.95TTR:TTR Missed:Application Support - MMIS Low ResolvedHealth

Application YesError  5.72TIR:TIR Missed:Medicaid Managed Information SystemINC000000159908

Yes  5.72TTR:TTR Missed:Application Support - MMIS Medium ResolvedHealth

Application YesError  5.44TIR:TIR Missed:Medicaid Managed Information SystemINC000000159927

No  5.44TTR:TTR Missed:Application Support - MMIS Low ResolvedHealth

Application NoPassword  0.00TIR:TIR Missed:Women, Infant, and Children Nutrition ProgramINC000000159954

No  0.00TTR:TTR Missed:Application Support - WIC Low ResolvedHealth

Application NoError  0.35TIR:TIR Missed:Novell GroupWiseINC000000159968

No  2.57TTR:TTR Missed:Metro C Desktop Support Low ResolvedHealth

Application NoReporting  0.03TIR:TIR Missed:Novell GroupWiseINC000000159986

No  5.28TTR:TTR Missed:Metro D Desktop Support Low ResolvedHealth

Application NoNone  0.26TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000159989

No  4.67TTR:TTR Missed:Metro D Desktop Support Low ResolvedHealth

Application YesError  2.36TIR:TIR Missed:Citrix ICA ClientINC000000159991

No  2.50TTR:TTR Missed:Metro D Hosting Low ResolvedHealth

Application YesPassword  2.22TIR:TIR Missed:NoneINC000000160006

No  2.26TTR:TTR Missed:Operations Production Control Low ResolvedHealth

Application YesReporting  5.49TIR:TIR Missed:NoneINC000000160007

No  5.49TTR:TTR Missed:Capitol Desktop Support Low ResolvedHealth

Application NoSSL Certificate  0.97TIR:TIR Missed:NoneINC000000160048

Yes  7.51TTR:TTR Missed:Technical Lead/Project Manager Low ResolvedHealth

Application NoPassword  0.69TIR:TIR Missed:NoneINC000000160081

No  1.79TTR:TTR Missed:Operations Production Control Low ResolvedHealth

Application NoError  0.15TIR:TIR Missed:Novell GroupWiseINC000000160199

No  0.15TTR:TTR Missed:Metro D Desktop Support Low ResolvedHealth

Application NoError  0.46TIR:TIR Missed:Microsoft ExcelINC000000160277

No  0.46TTR:TTR Missed:Technical Lead/Project Manager Low ResolvedHealth

Application NoError  0.00TIR:TIR Missed:Systm Microsoft Windows XP ProfessionalINC000000160331

No  0.00TTR:TTR Missed:Metro D North Desktop Support Low ResolvedHealth

Application NoError  0.00TIR:TIR Missed:Novell GroupWiseINC000000160407

No  0.00TTR:TTR Missed:Metro D Help Desk Low ResolvedHealth

Application NoPassword  0.40TIR:TIR Missed:NoneINC000000160431

No  2.45TTR:TTR Missed:Metro D Hosting Low ResolvedHealth

Application YesPassword  1.01TIR:TIR Missed:Medicaid Managed Information SystemINC000000160471

No  1.13TTR:TTR Missed:Operations Production Control Low ResolvedHealth

Application NoReporting  0.00TIR:TIR Missed:Internet ExplorerINC000000160481



No  0.00TTR:TTR Missed:Help Desk Low ResolvedHealth

Application NoError  0.93TIR:TIR Missed:Medicaid Managed Information SystemINC000000160533

No  0.93TTR:TTR Missed:Technical Lead/Project Manager Low ResolvedHealth

Application YesError  1.37TIR:TIR Missed:NoneINC000000160644

No  1.37TTR:TTR Missed:Metro D Desktop Support Low ResolvedHealth

Application NoReporting  0.92TIR:TIR Missed:JavaPCINC000000160771

No  0.96TTR:TTR Missed:Metro D Desktop Support Low ResolvedHealth

Application YesReporting  1.13TIR:TIR Missed:NoneINC000000160796

No  2.59TTR:TTR Missed:Metro D Desktop Support Low ResolvedHealth

Application NoError  0.82TIR:TIR Missed:NoneINC000000160923

Yes  29.00TTR:TTR Missed:Metro D Hosting Medium ResolvedHealth

Application YesError  1.01TIR:TIR Missed:NoneINC000000160982

No  2.56TTR:TTR Missed:Metro D Hosting Medium ResolvedHealth

Application NoError  0.49TIR:TIR Missed:NoneINC000000161320

Yes  15.86TTR:TTR Missed:Metro D Hosting Low ResolvedHealth

Application YesError  1.17TIR:TIR Missed:Internet ExplorerINC000000161435

No  1.48TTR:TTR Missed:Metro D Desktop Support Low ResolvedHealth

Application NoPassword  0.74TIR:TIR Missed:NoneINC000000161483

No  1.18TTR:TTR Missed:Technical Lead/Project Manager Low ResolvedHealth

Application NoError  0.15TIR:TIR Missed:NoneINC000000161505

No  0.15TTR:TTR Missed:Capitol Hosting Low ResolvedHealth

Application YesPassword  1.18TIR:TIR Missed:NoneINC000000161533

No  1.61TTR:TTR Missed:Help Desk Low ResolvedHealth

Application NoError  0.04TIR:TIR Missed:Novell GroupWiseINC000000161537

No  0.04TTR:TTR Missed:Metro D Desktop Support Low ResolvedHealth

Application NoPassword  0.62TIR:TIR Missed:NoneINC000000161577

No  0.62TTR:TTR Missed:Operations Production Control Low ResolvedHealth

Application NoError  0.09TIR:TIR Missed:NoneINC000000161675

No  0.09TTR:TTR Missed:Metro D Help Desk Low ResolvedHealth

Application NoNone  0.34TIR:TIR Missed:NoneINC000000161730

No  0.34TTR:TTR Missed:Metro D Desktop Support Low ResolvedHealth

Application NoReporting  0.00TIR:TIR Missed:Microsoft WordINC000000161802

No  0.00TTR:TTR Missed:Help Desk Low ResolvedHealth

Application NoError  0.13TIR:TIR Missed:Novell GroupWiseINC000000161805

No  0.63TTR:TTR Missed:Metro D Desktop Support Low ResolvedHealth

Application NoError  0.40TIR:TIR Missed:NoneINC000000161824

Yes  17.21TTR:TTR Missed:Metro D Hosting Low ResolvedHealth

Application NoError  0.25TIR:TIR Missed:Internet ExplorerINC000000162052

No  0.65TTR:TTR Missed:Metro D Desktop Support Low ResolvedHealth

Application NoPassword  0.79TIR:TIR Missed:DentrixINC000000162168

No  0.79TTR:TTR Missed:Metro D Help Desk Low ResolvedHealth

Application NoReporting  0.00TIR:TIR Missed:NoneINC000000162231

No  0.00TTR:TTR Missed:Metro D Help Desk Low ResolvedHealth

Application NoPassword  0.00TIR:TIR Missed:Utah Master DirectoryINC000000162317

No  0.00TTR:TTR Missed:Help Desk Low ResolvedHealth

Application NoError  0.00TIR:TIR Missed:Women, Infant, and Children Nutrition ProgramINC000000162465

No  0.00TTR:TTR Missed:WIC Tech Support Low ResolvedHealth

Application NoError  0.00TIR:TIR Missed:Women, Infant, and Children Nutrition ProgramINC000000162469



No  0.00TTR:TTR Missed:WIC Tech Support Low ResolvedHealth

Application YesPassword  2.09TIR:TIR Missed:Utah Master DirectoryINC000000162592

No  2.09TTR:TTR Missed:Help Desk Low ResolvedHealth

Application NoError  0.83TIR:TIR Missed:NoneINC000000162599

No  2.62TTR:TTR Missed:Metro D Hosting Medium ResolvedHealth

Application NoPassword  0.10TIR:TIR Missed:Novell GroupWiseINC000000162605

No  0.98TTR:TTR Missed:Technical Lead/Project Manager Low ResolvedHealth

Application NoError  0.78TIR:TIR Missed:NoneINC000000162608

No  0.87TTR:TTR Missed:Metro D Hosting Low ResolvedHealth

Application NoPassword  0.84TIR:TIR Missed:BlueZoneINC000000162642

No  0.84TTR:TTR Missed:Operations Production Control Low ResolvedHealth

Application NoError  0.59TIR:TIR Missed:NoneINC000000162657

No  0.59TTR:TTR Missed:Metro D Desktop Support Low ResolvedHealth

Application NoNone  0.00TIR:TIR Missed:Novell GroupWiseINC000000162672

No  0.00TTR:TTR Missed:Application Support - WIC Low ResolvedHealth

Application NoNone  0.08TIR:TIR Missed:Novell GroupWiseINC000000162675

No  0.45TTR:TTR Missed:Metro D Desktop Support Low ResolvedHealth

Application NoNone  0.34TIR:TIR Missed:Novell GroupWiseINC000000162714

No  0.99TTR:TTR Missed:Metro D Desktop Support Low ResolvedHealth

Application NoNone  0.21TIR:TIR Missed:DentrixINC000000162782

No  0.51TTR:TTR Missed:Metro D Hosting Low ResolvedHealth

Application NoError  0.29TIR:TIR Missed:NoneINC000000162908

No  4.13TTR:TTR Missed:Technical Lead/Project Manager Low ResolvedHealth

Application NoPassword  0.21TIR:TIR Missed:Utah Master DirectoryINC000000162935

No  2.40TTR:TTR Missed:Operations Production Control Low ResolvedHealth

Application NoReporting  0.56TIR:TIR Missed:NoneINC000000162960

No  0.56TTR:TTR Missed:Metro D Desktop Support Low ResolvedHealth

Application NoPassword  0.11TIR:TIR Missed:Medicaid Managed Information SystemINC000000163181

No  0.39TTR:TTR Missed:Operations Production Control Low ResolvedHealth

Application NoNone  0.00TIR:TIR Missed:NoneINC000000163190

No  0.60TTR:TTR Missed:Metro D Desktop Support Low ResolvedHealth

Application NoNone  0.00TIR:TIR Missed:NoneINC000000163199

No  0.57TTR:TTR Missed:Metro D Desktop Support Low ResolvedHealth

Application NoNone  0.08TIR:TIR Missed:Newborn Screening - Laboratory Information Management SystemINC000000163381

No  3.12TTR:TTR Missed:Metro D Desktop Support Low ResolvedHealth

Application NoNone  0.00TIR:TIR Missed:NoneINC000000163601

No  0.52TTR:TTR Missed:Metro D Desktop Support Low ResolvedHealth

Application NoNone  0.00TIR:TIR Missed:BlueZoneINC000000163767

No  0.00TTR:TTR Missed:Help Desk Low ResolvedHealth

Application NoError  0.44TIR:TIR Missed:Laboratory Information Management SystemINC000000163886

No  0.83TTR:TTR Missed:Metro D Hosting Low ResolvedHealth

Application NoError  0.13TIR:TIR Missed:Utah Master DirectoryINC000000163935

No  0.13TTR:TTR Missed:Metro D Help Desk Low ResolvedHealth

Application NoPassword  0.00TIR:TIR Missed:Utah Master DirectoryINC000000163941

No  0.00TTR:TTR Missed:Help Desk Low ResolvedHealth

Application YesNone  1.44TIR:TIR Missed:NoneINC000000164091

No  1.44TTR:TTR Missed:Metro D Hosting Low ResolvedHealth

Application NoNone  0.36TIR:TIR Missed:Novell GroupWiseINC000000164165



No  0.79TTR:TTR Missed:Metro D Desktop Support Low ResolvedHealth

Application NoError  0.00TIR:TIR Missed:Women, Infant, and Children Nutrition ProgramINC000000164185

No  0.00TTR:TTR Missed:WIC Tech Support Low ResolvedHealth

Application NoError  0.67TIR:TIR Missed:NoneINC000000164268

No  0.71TTR:TTR Missed:Application Support - DFI Low ResolvedHealth

Application NoError  0.63TIR:TIR Missed:NoneINC000000164304

No  0.63TTR:TTR Missed:Metro D Help Desk Low ResolvedHealth

Application NoError  0.00TIR:TIR Missed:Oracle 8 Enterprise EditionINC000000164314

No  0.00TTR:TTR Missed:Help Desk Low ResolvedHealth

Application NoError  0.73TIR:TIR Missed:DentrixINC000000164443

Yes  18.98TTR:TTR Missed:Metro D Hosting Low ResolvedHealth

Application NoReporting  0.49TIR:TIR Missed:NoneINC000000164451

No  0.64TTR:TTR Missed:Metro D Desktop Support Low ResolvedHealth

Application NoNone  0.00TIR:TIR Missed:NoneINC000000164511

No  2.33TTR:TTR Missed:Metro D Desktop Support Low ResolvedHealth

Application NoReporting  0.34TIR:TIR Missed:Novell GroupWiseINC000000164519

No  1.61TTR:TTR Missed:Metro D Desktop Support Low ResolvedHealth

Application NoReporting  0.04TIR:TIR Missed:NoneINC000000164547

No  0.66TTR:TTR Missed:Metro D Desktop Support Low ResolvedHealth

Application NoError  0.13TIR:TIR Missed:Microsoft WordINC000000164899

No  5.62TTR:TTR Missed:Metro D Desktop Support Low ResolvedHealth

Application NoError  0.00TIR:TIR Missed:Women, Infant, and Children Nutrition ProgramINC000000165007

No  0.00TTR:TTR Missed:WIC Tech Support Low ResolvedHealth

Application NoError  0.00TIR:TIR Missed:NoneINC000000165060

No  0.97TTR:TTR Missed:Application Support - DFI Low ResolvedHealth

Application NoPassword  0.56TIR:TIR Missed:Microsoft Windows XP ProfessionnelINC000000165074

No  0.56TTR:TTR Missed:Metro D Help Desk Low ResolvedHealth

Application NoError  0.59TIR:TIR Missed:NoneINC000000165120

No  0.59TTR:TTR Missed:Metro D Desktop Support Low ResolvedHealth

Application NoError  0.47TIR:TIR Missed:NoneINC000000165149

No  1.04TTR:TTR Missed:Metro D Hosting Low ResolvedHealth

Application NoReporting  0.00TIR:TIR Missed:NoneINC000000165438

No  1.44TTR:TTR Missed:Metro D Desktop Support Low ResolvedHealth

Application NoNone  0.73TIR:TIR Missed:Novell GroupWiseINC000000165475

No  0.84TTR:TTR Missed:Metro D Desktop Support Low ResolvedHealth

Application NoReporting  0.67TIR:TIR Missed:Novell GroupWiseINC000000165486

No  1.07TTR:TTR Missed:Metro D Desktop Support Low ResolvedHealth

Application NoReporting  0.00TIR:TIR Missed:Remedy Service Request ManagementINC000000165547

No  0.00TTR:TTR Missed:Help Desk Low ResolvedHealth

Application NoError  0.00TIR:TIR Missed:Novell GroupWiseINC000000165571

No  0.00TTR:TTR Missed:Metro D Help Desk Low ResolvedHealth

Application NoError  0.00TIR:TIR Missed:Women, Infant, and Children Nutrition ProgramINC000000165826

No  0.00TTR:TTR Missed:WIC Tech Support Low ResolvedHealth

EIS Hardware

EIS Hardware NoNone  0.40TIR:TIR Missed:NoneINC000000161619

No  3.38TTR:TTR Missed:Diebold Low ResolvedHealth

EIS Hardware NoPC/Laptop  0.00TIR:TIR Missed:NoneINC000000163912

No  0.00TTR:TTR Missed:Application Support - WIC Low ResolvedHealth



EIS Hardware NoPC/Laptop  0.00TIR:TIR Missed:NoneINC000000164366

No  0.00TTR:TTR Missed:Application Support - WIC Low ResolvedHealth

EIS Hardware NoNone  0.21TIR:TIR Missed:NoneINC000000164765

Yes  6.90TTR:TTR Missed:Diebold Low ResolvedHealth

Mainframe

Mainframe NoPassword  0.10TIR:TIR Missed:NoneINC000000153495

No  0.10TTR:TTR Missed:Operations Production Control Low ClosedHealth

Mainframe YesError  1.36TIR:TIR Missed:BlueZoneINC000000153541

No  2.73TTR:TTR Missed:Operations Production Control Low ClosedHealth

Mainframe NoPassword  0.08TIR:TIR Missed:NoneINC000000154591

No  0.17TTR:TTR Missed:Operations Production Control Low ClosedHealth

Mainframe YesPassword  1.36TIR:TIR Missed:BlueZoneINC000000156051

No  1.47TTR:TTR Missed:Operations Production Control Low ClosedHealth

Mainframe NoPassword  0.26TIR:TIR Missed:BlueZoneINC000000156314

No  0.85TTR:TTR Missed:Operations Production Control Low ClosedHealth

Mainframe NoPassword  0.25TIR:TIR Missed:BlueZoneINC000000156509

No  0.35TTR:TTR Missed:Operations Production Control Low ClosedHealth

Mainframe NoPassword  0.10TIR:TIR Missed:BlueZoneINC000000157180

No  0.48TTR:TTR Missed:Operations Production Control Low ClosedHealth

Mainframe NoPassword  0.49TIR:TIR Missed:NoneINC000000157355

No  1.24TTR:TTR Missed:Operations Production Control Low ClosedHealth

Mainframe NoPassword  0.35TIR:TIR Missed:NoneINC000000157550

No  1.17TTR:TTR Missed:Operations Production Control Low ClosedHealth

Mainframe NoPassword  0.00TIR:TIR Missed:BlueZoneINC000000157680

No  0.00TTR:TTR Missed:Help Desk Low ClosedHealth

Mainframe NoError  0.32TIR:TIR Missed:Medicaid Managed Information SystemINC000000158268

No  0.63TTR:TTR Missed:Operations Production Control Low ClosedHealth

Mainframe NoPassword  0.46TIR:TIR Missed:NoneINC000000158299

No  0.46TTR:TTR Missed:Operations Production Control Low ClosedHealth

Mainframe NoPassword  0.17TIR:TIR Missed:Medicaid Managed Information SystemINC000000159089

No  0.17TTR:TTR Missed:Operations Production Control Low ClosedHealth

Mainframe NoPassword  0.67TIR:TIR Missed:BlueZoneINC000000159107

No  0.67TTR:TTR Missed:Operations Production Control Low ClosedHealth

Mainframe NoPassword  0.72TIR:TIR Missed:BlueZoneINC000000161482

No  0.97TTR:TTR Missed:Operations Production Control Low ResolvedHealth

Mainframe NoPassword  0.07TIR:TIR Missed:NoneINC000000161611

No  0.07TTR:TTR Missed:Operations Production Control Low ResolvedHealth

Mainframe NoPassword  0.38TIR:TIR Missed:Medicaid Managed Information SystemINC000000162556

No  0.38TTR:TTR Missed:Operations Production Control Low ResolvedHealth

Mainframe NoPassword  0.17TIR:TIR Missed:BlueZoneINC000000162620

No  0.17TTR:TTR Missed:Operations Production Control Low ResolvedHealth

Mainframe NoPassword  0.07TIR:TIR Missed:NoneINC000000163438

No  0.65TTR:TTR Missed:Operations Production Control Low ResolvedHealth

Mainframe NoPassword  0.10TIR:TIR Missed:NoneINC000000164785

No  0.10TTR:TTR Missed:Operations Production Control Low ResolvedHealth

Mobile Devices

Mobile Devices NoError  0.05TIR:TIR Missed:BlackBerry Enterprise ServerINC000000147522

Yes  43.39TTR:TTR Missed:Capitol Desktop Support Low ClosedHealth



Mobile Devices YesError  1.11TIR:TIR Missed:BlackBerry ConfigurationINC000000153580

No  1.81TTR:TTR Missed:Capitol Desktop Support Low ClosedHealth

Mobile Devices NoNone  0.00TIR:TIR Missed:BlackBerryINC000000154608

No  0.00TTR:TTR Missed:Help Desk Low ClosedHealth

Mobile Devices NoNone  0.22TIR:TIR Missed:BlackBerryINC000000158088

No  0.22TTR:TTR Missed:Metro D Help Desk Low ClosedHealth

Network

Network NoNone  0.12TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000142301

Yes  44.12TTR:TTR Missed:Metro D Desktop Support Low ClosedHealth

Network NoIncident  0.48TIR:TIR Missed:NoneINC000000147048

No  5.05TTR:TTR Missed:Metro D Network Low ClosedHealth

Network NoError  0.06TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000150567

No  3.61TTR:TTR Missed:Metro D Desktop Support Low ClosedHealth

Network NoNone  0.78TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000151991

No  2.56TTR:TTR Missed:Metro D Desktop Support Low ClosedHealth

Network NoError  0.55TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000151997

No  0.71TTR:TTR Missed:Metro D Desktop Support Low ClosedHealth

Network NoPassword  0.00TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000152197

No  0.00TTR:TTR Missed:Metro D Help Desk Low ClosedHealth

Network YesError  2.89TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000152260

No  2.89TTR:TTR Missed:Metro D Help Desk Low ClosedHealth

Network NoIncident  0.96TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000152305

No  2.06TTR:TTR Missed:Metro D Desktop Support Low ClosedHealth

Network YesError  7.34TIR:TIR Missed:NoneINC000000152442

Yes  7.34TTR:TTR Missed:Security Low ClosedHealth

Network NoPassword  0.00TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000152519

No  0.00TTR:TTR Missed:Metro D Help Desk Low ClosedHealth

Network NoIncident  0.99TIR:TIR Missed:NoneINC000000152689

No  0.99TTR:TTR Missed:Metro A Help Desk Low ClosedHealth

Network YesError  1.66TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000152696

No  1.66TTR:TTR Missed:Metro D Hosting Low ClosedHealth

Network YesError  3.30TIR:TIR Missed:NoneINC000000152715

No  3.30TTR:TTR Missed:Security Low ClosedHealth

Network NoIncident  0.00TIR:TIR Missed:NoneINC000000152785

No  0.00TTR:TTR Missed:Metro D North Desktop Support Low ClosedHealth

Network YesIncident  1.58TIR:TIR Missed:NoneINC000000152827

No  2.07TTR:TTR Missed:Metro D Hosting Low ClosedHealth

Network NoIncident  0.00TIR:TIR Missed:NoneINC000000152928

No  0.00TTR:TTR Missed:Metro D North Desktop Support Low ClosedHealth

Network NoError  0.00TIR:TIR Missed:NoneINC000000152993

Network NoError  0.00TIR:TIR Missed:NoneINC000000152993

No  0.00TTR:TTR Missed:Help Desk Low ClosedHealth

No  0.00TTR:TTR Missed:Help Desk Low ClosedHealth

Network NoPassword  0.00TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000153269

No  0.00TTR:TTR Missed:Metro D Help Desk Low ClosedHealth

Network NoPassword  0.00TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000153301

No  0.00TTR:TTR Missed:Metro D Help Desk Low ClosedHealth

Network YesError  1.34TIR:TIR Missed:NoneINC000000153533



Yes  14.64TTR:TTR Missed:Metro D Hosting Low ClosedHealth

Network YesError  1.43TIR:TIR Missed:NoneINC000000153553

No  1.43TTR:TTR Missed:Metro D Hosting Low ClosedHealth

Network NoIncident  0.38TIR:TIR Missed:NoneINC000000153706

No  2.17TTR:TTR Missed:Metro D Desktop Support Low ClosedHealth

Network YesError  1.30TIR:TIR Missed:NoneINC000000153799

No  1.30TTR:TTR Missed:Metro C Desktop Support Low ClosedHealth

Network NoError  0.46TIR:TIR Missed:NoneINC000000153853

No  1.58TTR:TTR Missed:Metro D Desktop Support Low ClosedHealth

Network NoPassword  0.48TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000153854

No  1.23TTR:TTR Missed:Technical Lead/Project Manager Low ClosedHealth

Network NoError  0.00TIR:TIR Missed:NoneINC000000153877

No  0.36TTR:TTR Missed:Metro D Desktop Support Low ClosedHealth

Network YesIncident  1.36TIR:TIR Missed:NoneINC000000154202

No  2.95TTR:TTR Missed:Metro D Desktop Support Low ClosedHealth

Network NoIncident  0.00TIR:TIR Missed:NoneINC000000154493

No  3.07TTR:TTR Missed:Metro D Desktop Support Low ClosedHealth

Network NoPassword  0.07TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000154721

Yes  6.19TTR:TTR Missed:Metro D Network Low ClosedHealth

Network NoError  0.00TIR:TIR Missed:NoneINC000000155110

No  0.72TTR:TTR Missed:Metro D Desktop Support Low ClosedHealth

Network NoError  0.03TIR:TIR Missed:NoneINC000000155119

No  4.66TTR:TTR Missed:Metro D Desktop Support Low ClosedHealth

Network NoIncident  0.53TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000155140

No  1.18TTR:TTR Missed:Metro D Desktop Support Low ClosedHealth

Network NoPerformance  0.00TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000155159

No  0.00TTR:TTR Missed:Help Desk Low ClosedHealth

Network YesPassword  1.21TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000155186

No  1.27TTR:TTR Missed:Metro D Help Desk Low ClosedHealth

Network YesPassword  1.48TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000155202

No  1.48TTR:TTR Missed:Metro D Hosting Low ClosedHealth

Network NoIncident  0.27TIR:TIR Missed:NoneINC000000155263

No  2.35TTR:TTR Missed:Metro D Hosting Low ClosedHealth

Network NoError  0.00TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000155400

No  0.00TTR:TTR Missed:Metro D Help Desk Low ClosedHealth

Network YesIncident  1.04TIR:TIR Missed:NoneINC000000155580

Yes  23.73TTR:TTR Missed:Metro D Hosting Low ClosedHealth

Network NoIncident  0.10TIR:TIR Missed:Citrix Installation ManagerINC000000155581

Network YesIncident  2.10TIR:TIR Missed:Citrix Installation ManagerINC000000155581

No  1.23TTR:TTR Missed:Metro D Hosting Medium ClosedHealth

No  2.60TTR:TTR Missed:Metro D Hosting Medium ClosedHealth

Network YesError  1.27TIR:TIR Missed:NoneINC000000155660

No  1.27TTR:TTR Missed:Metro D Desktop Support Low ClosedHealth

Network NoError  0.34TIR:TIR Missed:NoneINC000000155752

No  0.34TTR:TTR Missed:Metro D Help Desk Low ClosedHealth

Network NoPassword  0.00TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000155773

No  0.00TTR:TTR Missed:Metro D Help Desk Low ClosedHealth

Network NoError  0.50TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000155938



No  0.71TTR:TTR Missed:Metro D Hosting High ClosedHealth

Network YesError  1.86TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000155997

Network NoError  0.00TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000155997

No  2.40TTR:TTR Missed:Metro C Desktop Support Low ClosedHealth

No  3.93TTR:TTR Missed:Metro C Desktop Support Low ClosedHealth

Network NoPassword  0.49TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000156021

No  0.63TTR:TTR Missed:Metro D Desktop Support Low ClosedHealth

Network YesError  1.63TIR:TIR Missed:NoneINC000000156026

No  2.12TTR:TTR Missed:Metro D Desktop Support Low ClosedHealth

Network YesError  1.97TIR:TIR Missed:NoneINC000000156056

No  3.46TTR:TTR Missed:Metro D Desktop Support Medium ClosedHealth

Network NoNone  0.55TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000156115

No  3.20TTR:TTR Missed:Metro D Desktop Support Low ClosedHealth

Network NoPassword  0.66TIR:TIR Missed:NoneINC000000156227

No  0.66TTR:TTR Missed:Metro D North Desktop Support Low ClosedHealth

Network NoError  0.43TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000156318

No  0.43TTR:TTR Missed:Metro D Help Desk Low ClosedHealth

Network NoError  0.32TIR:TIR Missed:NoneINC000000156587

No  0.32TTR:TTR Missed:Metro D Desktop Support Low ClosedHealth

Network NoError  0.14TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000156653

No  1.03TTR:TTR Missed:Metro D Desktop Support Low ClosedHealth

Network YesError  2.71TIR:TIR Missed:NoneINC000000156917

No  2.71TTR:TTR Missed:Metro D Help Desk Low ClosedHealth

Network YesError  3.16TIR:TIR Missed:NoneINC000000157323

No  3.16TTR:TTR Missed:Security Low ClosedHealth

Network NoPassword  0.30TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000157611

No  1.37TTR:TTR Missed:Metro D Desktop Support Low ClosedHealth

Network YesError  1.05TIR:TIR Missed:NoneINC000000157767

Yes  28.59TTR:TTR Missed:Metro D Desktop Support Low ResolvedHealth

Network NoPassword  0.96TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000157774

No  2.48TTR:TTR Missed:Metro D Desktop Support Low ClosedHealth

Network YesPassword  7.62TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000157790

Yes  7.62TTR:TTR Missed:Metro D Help Desk Low ClosedHealth

Network NoPassword  0.00TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000157810

No  0.00TTR:TTR Missed:Help Desk Low ClosedHealth

Network NoError  0.00TIR:TIR Missed:NoneINC000000157815

No  0.00TTR:TTR Missed:Help Desk Low ClosedHealth

Network NoPassword  0.60TIR:TIR Missed:NoneINC000000158070

No  1.76TTR:TTR Missed:Metro D Desktop Support Low ClosedHealth

Network YesNone  1.32TIR:TIR Missed:NoneINC000000158538

No  1.97TTR:TTR Missed:Technical Lead/Project Manager Low ClosedHealth

Network NoPassword  0.00TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000158720

No  0.00TTR:TTR Missed:Help Desk Low ClosedHealth

Network NoError  0.91TIR:TIR Missed:NoneINC000000158755

No  5.60TTR:TTR Missed:Metro D Hosting Low ResolvedHealth

Network NoError  0.00TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000158790

No  0.00TTR:TTR Missed:Metro D Help Desk Low ClosedHealth

Network NoError  0.61TIR:TIR Missed:NoneINC000000158943



Yes  7.41TTR:TTR Missed:Metro D Hosting Low ResolvedHealth

Network NoError  0.40TIR:TIR Missed:NoneINC000000158979

No  0.40TTR:TTR Missed:Metro D Network Low ClosedHealth

Network NoError  0.00TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000159054

No  0.00TTR:TTR Missed:Help Desk Low ClosedHealth

Network NoIncident  0.00TIR:TIR Missed:NoneINC000000159446

No  0.00TTR:TTR Missed:Metro D North Desktop Support Low ClosedHealth

Network NoError  0.21TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000159619

Yes  16.90TTR:TTR Missed:Metro D Desktop Support Low ResolvedHealth

Network NoNone  0.09TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000159761

No  0.51TTR:TTR Missed:Metro D Desktop Support Low ResolvedHealth

Network NoPassword  0.00TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000160560

No  0.00TTR:TTR Missed:Help Desk Low ResolvedHealth

Network NoError  0.12TIR:TIR Missed:NoneINC000000160748

No  0.39TTR:TTR Missed:Metro D Hosting Low ResolvedHealth

Network NoNone  0.58TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000160822

No  2.29TTR:TTR Missed:Metro D Desktop Support Low ResolvedHealth

Network NoIncident  0.38TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000161416

No  1.06TTR:TTR Missed:Metro D Desktop Support Low ResolvedHealth

Network YesError  1.08TIR:TIR Missed:Internet ExplorerINC000000161452

No  1.54TTR:TTR Missed:Technical Lead/Project Manager Low ResolvedHealth

Network YesError  2.61TIR:TIR Missed:NoneINC000000161740

No  2.61TTR:TTR Missed:Metro D Help Desk Low ResolvedHealth

Network NoError  0.24TIR:TIR Missed:NoneINC000000161771

No  0.63TTR:TTR Missed:Metro D Desktop Support Medium ResolvedHealth

Network NoError  0.10TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000161807

No  0.24TTR:TTR Missed:Metro D Desktop Support Low ResolvedHealth

Network NoNone  0.00TIR:TIR Missed:NoneINC000000162131

No  0.00TTR:TTR Missed:Help Desk Low ResolvedHealth

Network NoPassword  0.78TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000162164

No  0.83TTR:TTR Missed:Metro D Help Desk Low ResolvedHealth

Network NoError  0.16TIR:TIR Missed:NoneINC000000162575

No  0.51TTR:TTR Missed:Metro D Desktop Support Low ResolvedHealth

Network YesError  1.15TIR:TIR Missed:NoneINC000000162595

No  1.15TTR:TTR Missed:Metro D Hosting Medium ResolvedHealth

Network NoPerformance  0.11TIR:TIR Missed:NoneINC000000162636

Yes  6.65TTR:TTR Missed:Metro D Desktop Support Low ResolvedHealth

Network NoError  0.34TIR:TIR Missed:NoneINC000000163075

No  0.41TTR:TTR Missed:Metro D Desktop Support Low ResolvedHealth

Network NoPassword  0.00TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000163422

No  0.00TTR:TTR Missed:Metro D Help Desk Low ResolvedHealth

Network NoPassword  0.00TIR:TIR Missed:NoneINC000000163476

No  0.00TTR:TTR Missed:Metro D North Desktop Support Low ResolvedHealth

Network YesIncident  1.83TIR:TIR Missed:NoneINC000000163510

Yes  4.62TTR:TTR Missed:Metro D Hosting Medium ResolvedHealth

Network NoError  0.56TIR:TIR Missed:NoneINC000000163521

No  0.56TTR:TTR Missed:Security Low ResolvedHealth

Network YesPassword  1.91TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000163579



No  1.91TTR:TTR Missed:Metro D Help Desk Low ResolvedHealth

Network YesPerformance  1.31TIR:TIR Missed:NoneINC000000163581

No  1.47TTR:TTR Missed:Metro D Desktop Support Low ResolvedHealth

Network YesIncident  1.49TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000164068

No  1.49TTR:TTR Missed:Metro D Help Desk Medium ResolvedHealth

Network NoIncident  0.80TIR:TIR Missed:NoneINC000000164438

No  0.80TTR:TTR Missed:Metro D Help Desk Low ResolvedHealth

Network NoIncident  0.00TIR:TIR Missed:NoneINC000000165049

No  0.00TTR:TTR Missed:Metro D North Desktop Support Low ResolvedHealth

Network NoIncident  0.00TIR:TIR Missed:NoneINC000000165440

No  1.41TTR:TTR Missed:Metro D Desktop Support Low ResolvedHealth

Network NoPerformance  0.00TIR:TIR Missed:NoneINC000000165441

No  1.38TTR:TTR Missed:Metro D Desktop Support Low ResolvedHealth

PC/Laptop

PC/Laptop NoHardware  0.28TIR:TIR Missed:NoneINC000000135689

Yes  32.29TTR:TTR Missed:Metro D Desktop Support Low ClosedHealth

PC/Laptop NoError  0.60TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000151422

No  1.84TTR:TTR Missed:Metro D Desktop Support Low ClosedHealth

PC/Laptop NoError  0.03TIR:TIR Missed:NoneINC000000151724

PC/Laptop YesError  2.50TIR:TIR Missed:NoneINC000000151724

No  0.03TTR:TTR Missed:Metro D Desktop Support Medium ClosedHealth

No  2.50TTR:TTR Missed:Metro D Desktop Support Medium ClosedHealth

PC/Laptop NoNone  0.00TIR:TIR Missed:NoneINC000000152415

Yes  6.97TTR:TTR Missed:Metro D Help Desk Low ClosedHealth

PC/Laptop NoError  0.92TIR:TIR Missed:NoneINC000000152483

No  0.92TTR:TTR Missed:Metro D Desktop Support Low ClosedHealth

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000152608

No  0.00TTR:TTR Missed:Metro D Help Desk Low ClosedHealth

PC/Laptop NoError  0.11TIR:TIR Missed:NoneINC000000153688

No  4.84TTR:TTR Missed:Technical Lead/Project Manager Low ClosedHealth

PC/Laptop NoError  0.00TIR:TIR Missed:NoneINC000000154254

No  0.00TTR:TTR Missed:Help Desk Low ClosedHealth

PC/Laptop NoError  0.41TIR:TIR Missed:NoneINC000000154329

Yes  6.26TTR:TTR Missed:Metro D Desktop Support Low ClosedHealth

PC/Laptop YesPerformance  2.05TIR:TIR Missed:NoneINC000000154697

No  2.05TTR:TTR Missed:Metro D Desktop Support Low ClosedHealth

PC/Laptop NoNone  0.00TIR:TIR Missed:NoneINC000000154885

No  1.15TTR:TTR Missed:Metro D Desktop Support Low ClosedHealth

PC/Laptop NoError  0.59TIR:TIR Missed:NoneINC000000154903

Yes  7.34TTR:TTR Missed:Metro D Desktop Support Low ClosedHealth

PC/Laptop NoVirus  0.00TIR:TIR Missed:NoneINC000000155596

No  0.00TTR:TTR Missed:Metro D North Desktop Support Low ClosedHealth

PC/Laptop YesHardware  3.62TIR:TIR Missed:NoneINC000000155708

Yes  20.74TTR:TTR Missed:Metro C Desktop Support Low ClosedHealth

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000155774

No  0.05TTR:TTR Missed:Metro D Desktop Support Low ClosedHealth

PC/Laptop NoPerformance  0.54TIR:TIR Missed:NoneINC000000156540

Yes  15.68TTR:TTR Missed:Metro D Desktop Support Low ClosedHealth



PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000157112

No  3.46TTR:TTR Missed:Metro D Desktop Support Low ClosedHealth

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000157114

No  1.41TTR:TTR Missed:Metro D Desktop Support Low ClosedHealth

PC/Laptop NoError  0.00TIR:TIR Missed:NoneINC000000157246

No  0.00TTR:TTR Missed:Metro D Help Desk Low ClosedHealth

PC/Laptop YesError  3.18TIR:TIR Missed:NoneINC000000157348

Yes  8.31TTR:TTR Missed:Metro D Desktop Support Low ClosedHealth

PC/Laptop YesError  2.98TIR:TIR Missed:NoneINC000000157357

No  4.84TTR:TTR Missed:Metro D Desktop Support Low ClosedHealth

PC/Laptop YesError  8.02TIR:TIR Missed:NoneINC000000157359

Yes  8.02TTR:TTR Missed:Metro D Network Low ClosedHealth

PC/Laptop NoHardware  0.56TIR:TIR Missed:NoneINC000000157492

No  0.56TTR:TTR Missed:Technical Lead/Project Manager Low ClosedHealth

PC/Laptop NoHardware  0.36TIR:TIR Missed:NoneINC000000157907

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000157907

No  0.36TTR:TTR Missed:Metro D Help Desk Low ClosedHealth

No  0.43TTR:TTR Missed:Metro D Help Desk Low ClosedHealth

PC/Laptop NoPerformance  0.00TIR:TIR Missed:NoneINC000000158719

No  0.17TTR:TTR Missed:Metro D Help Desk Low ClosedHealth

PC/Laptop NoError  0.32TIR:TIR Missed:NoneINC000000159072

No  0.55TTR:TTR Missed:Metro D Desktop Support Low ClosedHealth

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000159086

No  1.54TTR:TTR Missed:Metro D Desktop Support Low ClosedHealth

PC/Laptop YesError  1.12TIR:TIR Missed:NoneINC000000159118

Yes  10.90TTR:TTR Missed:Metro D Desktop Support Low ResolvedHealth

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000159448

No  0.02TTR:TTR Missed:Metro D Desktop Support Low ClosedHealth

PC/Laptop NoHardware  0.55TIR:TIR Missed:NoneINC000000159675

No  3.37TTR:TTR Missed:Technical Lead/Project Manager Low ResolvedHealth

PC/Laptop NoError  0.04TIR:TIR Missed:NoneINC000000160040

No  3.07TTR:TTR Missed:Metro D Desktop Support Low ResolvedHealth

PC/Laptop NoPerformance  0.42TIR:TIR Missed:NoneINC000000160470

No  2.54TTR:TTR Missed:Metro D Desktop Support Low ResolvedHealth

PC/Laptop NoHardware  0.31TIR:TIR Missed:NoneINC000000160567

No  5.64TTR:TTR Missed:Metro D Desktop Support Low ResolvedHealth

PC/Laptop YesPerformance  1.43TIR:TIR Missed:NoneINC000000161338

No  2.04TTR:TTR Missed:Metro D Desktop Support Low ResolvedHealth

PC/Laptop NoError  0.00TIR:TIR Missed:NoneINC000000161419

No  0.00TTR:TTR Missed:Help Desk Low ResolvedHealth

PC/Laptop NoError  0.36TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000161465

Yes  10.83TTR:TTR Missed:Metro D Desktop Support Low ResolvedHealth

PC/Laptop NoPassword  0.00TIR:TIR Missed:NoneINC000000161568

No  0.00TTR:TTR Missed:Metro D Help Desk Low ResolvedHealth

PC/Laptop NoHardware  0.20TIR:TIR Missed:NoneINC000000162051

No  0.20TTR:TTR Missed:Help Desk Low ResolvedHealth

PC/Laptop NoError  0.34TIR:TIR Missed:NoneINC000000162558

No  0.67TTR:TTR Missed:Technical Lead/Project Manager Low ResolvedHealth



PC/Laptop NoError  0.15TIR:TIR Missed:NoneINC000000162686

Yes  6.23TTR:TTR Missed:Metro C Desktop Support Low ResolvedHealth

PC/Laptop NoError  0.07TIR:TIR Missed:NoneINC000000162713

No  0.07TTR:TTR Missed:Metro D Desktop Support Low ResolvedHealth

PC/Laptop YesVirus  1.37TIR:TIR Missed:NoneINC000000162730

No  1.37TTR:TTR Missed:Rural Central Desktop Support Low ResolvedHealth

PC/Laptop YesError  2.32TIR:TIR Missed:NoneINC000000162912

No  2.32TTR:TTR Missed:Metro D Desktop Support Low ResolvedHealth

PC/Laptop NoPerformance  0.05TIR:TIR Missed:Microsoft Windows XP ProfessionnelINC000000163255

No  0.05TTR:TTR Missed:Metro D Desktop Support Low ResolvedHealth

PC/Laptop NoError  0.48TIR:TIR Missed:Microsoft Windows XP ProfessionnelINC000000163333

No  1.55TTR:TTR Missed:Technical Lead/Project Manager Low ResolvedHealth

PC/Laptop YesError  1.45TIR:TIR Missed:NoneINC000000164131

Yes  10.92TTR:TTR Missed:Metro D Desktop Support Low ResolvedHealth

PC/Laptop NoPerformance  0.28TIR:TIR Missed:NoneINC000000164330

No  0.28TTR:TTR Missed:Metro D Desktop Support Low ResolvedHealth

PC/Laptop NoPassword  0.09TIR:TIR Missed:NoneINC000000164341

No  4.14TTR:TTR Missed:Technical Lead/Project Manager Low ResolvedHealth

PC/Laptop NoHardware  0.58TIR:TIR Missed:Microsoft Windows XP ProfessionnelINC000000164557

No  4.01TTR:TTR Missed:Metro D Desktop Support Low ResolvedHealth

PC/Laptop NoHardware  0.99TIR:TIR Missed:NoneINC000000164847

No  3.15TTR:TTR Missed:Metro D Desktop Support Low ResolvedHealth

PC/Laptop NoError  0.18TIR:TIR Missed:NoneINC000000165077

No  0.95TTR:TTR Missed:Technical Lead/Project Manager Low ResolvedHealth

PC/Laptop NoError  0.00TIR:TIR Missed:NoneINC000000165079

No  0.00TTR:TTR Missed:Metro D Help Desk Low ResolvedHealth

Print/Copy/Scan/Fax

Print/Copy/Scan/Fax YesError Code  1.16TIR:TIR Missed:NoneINC000000152679

No  1.53TTR:TTR Missed:Metro D Desktop Support Low ClosedHealth

Print/Copy/Scan/Fax NoIncident  0.15TIR:TIR Missed:NoneINC000000153919

No  0.97TTR:TTR Missed:Metro D Desktop Support Low ResolvedHealth

Print/Copy/Scan/Fax YesNone  4.92TIR:TIR Missed:NoneINC000000154095

No  4.92TTR:TTR Missed:Metro D Help Desk Low ClosedHealth

Print/Copy/Scan/Fax YesError Code  1.54TIR:TIR Missed:NoneINC000000154177

No  2.07TTR:TTR Missed:Metro D Desktop Support Low ClosedHealth

Print/Copy/Scan/Fax NoIncident  0.14TIR:TIR Missed:NoneINC000000154564

No  2.49TTR:TTR Missed:Metro D Desktop Support Low ClosedHealth

Print/Copy/Scan/Fax YesError Code  2.66TIR:TIR Missed:Novell iPrintINC000000154656

No  2.66TTR:TTR Missed:Technical Lead/Project Manager Low ClosedHealth

Print/Copy/Scan/Fax NoIncident  0.30TIR:TIR Missed:Novell iPrintINC000000154685

No  1.13TTR:TTR Missed:Metro D Hosting Low ClosedHealth

Print/Copy/Scan/Fax NoIncident  0.00TIR:TIR Missed:NoneINC000000157530

No  0.34TTR:TTR Missed:Metro D Desktop Support Low ClosedHealth

Print/Copy/Scan/Fax NoIncident  0.00TIR:TIR Missed:Microsoft Windows XP ProfessionnelINC000000157532

Yes  18.06TTR:TTR Missed:Metro D Desktop Support Low ClosedHealth

Print/Copy/Scan/Fax NoIncident  0.21TIR:TIR Missed:NoneINC000000157835

No  1.42TTR:TTR Missed:Metro D North Desktop Support Low ClosedHealth

Print/Copy/Scan/Fax YesIncident  1.41TIR:TIR Missed:NoneINC000000157942



No  1.41TTR:TTR Missed:Metro D Desktop Support Low ClosedHealth

Print/Copy/Scan/Fax NoNone  0.10TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000158812

No  5.81TTR:TTR Missed:Metro D Desktop Support Low ClosedHealth

Print/Copy/Scan/Fax NoIncident  0.21TIR:TIR Missed:NoneINC000000160738

Yes  32.22TTR:TTR Missed:Metro D Hosting Low ResolvedHealth

Print/Copy/Scan/Fax NoPaper Jam  0.19TIR:TIR Missed:NoneINC000000160854

No  5.75TTR:TTR Missed:Metro D Help Desk Low ResolvedHealth

Print/Copy/Scan/Fax YesIncident  1.93TIR:TIR Missed:NoneINC000000161358

Yes  10.87TTR:TTR Missed:Metro D Hosting Low ResolvedHealth

Print/Copy/Scan/Fax NoIncident  0.00TIR:TIR Missed:NoneINC000000162017

No  0.00TTR:TTR Missed:Help Desk Low ResolvedHealth

Print/Copy/Scan/Fax NoIncident  0.00TIR:TIR Missed:NoneINC000000162062

No  1.46TTR:TTR Missed:Metro D Desktop Support Low ResolvedHealth

Print/Copy/Scan/Fax NoIncident  0.22TIR:TIR Missed:NoneINC000000162110

No  0.86TTR:TTR Missed:Metro D Hosting Low ResolvedHealth

Print/Copy/Scan/Fax NoIncident  0.09TIR:TIR Missed:NoneINC000000162550

No  1.69TTR:TTR Missed:Metro D Desktop Support Low ResolvedHealth

Print/Copy/Scan/Fax NoIncident  0.30TIR:TIR Missed:NoneINC000000162746

No  1.39TTR:TTR Missed:Metro D Hosting Low ResolvedHealth

Print/Copy/Scan/Fax YesIncident  2.99TIR:TIR Missed:NoneINC000000162983

No  2.99TTR:TTR Missed:Technical Lead/Project Manager Low ResolvedHealth

Print/Copy/Scan/Fax NoIncident  0.17TIR:TIR Missed:NoneINC000000163414

No  0.48TTR:TTR Missed:Metro D Hosting Low ResolvedHealth

Print/Copy/Scan/Fax YesError Code  1.47TIR:TIR Missed:NoneINC000000163556

Yes  11.49TTR:TTR Missed:Metro D Desktop Support Low ResolvedHealth

Print/Copy/Scan/Fax NoIncident  1.00TIR:TIR Missed:NoneINC000000163607

No  1.71TTR:TTR Missed:Technical Lead/Project Manager Low ResolvedHealth

Print/Copy/Scan/Fax YesIncident  1.24TIR:TIR Missed:Novell iPrintINC000000163936

No  1.24TTR:TTR Missed:Metro D Desktop Support Low ResolvedHealth

Print/Copy/Scan/Fax NoIncident  0.26TIR:TIR Missed:NoneINC000000164468

No  1.05TTR:TTR Missed:Metro D Desktop Support Low ResolvedHealth

Print/Copy/Scan/Fax NoIncident  0.00TIR:TIR Missed:NoneINC000000165439

No  1.42TTR:TTR Missed:Metro D Desktop Support Low ResolvedHealth

Remote Connectivity

Remote Connectivity NoError  0.00TIR:TIR Missed:NoneINC000000162492

No  0.00TTR:TTR Missed:Metro D Hosting Low ResolvedHealth

Server

Server NoNone  0.18TIR:TIR Missed:NoneINC000000152355

No  0.18TTR:TTR Missed:Help Desk Low ClosedHealth

Server NoNone  0.29TIR:TIR Missed:iPhoneINC000000152507

No  0.29TTR:TTR Missed:Capitol Desktop Support Low ClosedHealth

Server YesError  1.96TIR:TIR Missed:NoneINC000000152599

No  5.82TTR:TTR Missed:Metro D Hosting Low ClosedHealth

Server YesError  0.55TIR:TIR Missed:NoneINC000000153572

No  0.55TTR:TTR Missed:Capitol Hosting Critical ClosedHealth

Server YesError  1.31TIR:TIR Missed:Utah Master DirectoryINC000000155551

No  3.26TTR:TTR Missed:Metro D Hosting Low ClosedHealth

Server YesError  1.77TIR:TIR Missed:NoneINC000000157043



Yes  113.16TTR:TTR Missed:Metro D Hosting Low ResolvedHealth

Server NoError  0.60TIR:TIR Missed:NoneINC000000158773

No  1.12TTR:TTR Missed:Metro D Hosting Low ClosedHealth

Server YesError  4.37TIR:TIR Missed:NoneINC000000160292

Yes  18.18TTR:TTR Missed:Metro D Hosting Low ResolvedHealth

Server YesError  2.44TIR:TIR Missed:NoneINC000000160451

No  2.44TTR:TTR Missed:Metro D Hosting Low ResolvedHealth

Server YesError  1.23TIR:TIR Missed:NoneINC000000162170

No  3.35TTR:TTR Missed:Metro D Hosting Low ResolvedHealth

Server NoError  0.00TIR:TIR Missed:NoneINC000000162509

No  0.00TTR:TTR Missed:Metro D Hosting Medium ResolvedHealth

Server NoError  0.11TIR:TIR Missed:NoneINC000000162579

No  0.11TTR:TTR Missed:Capitol Hosting High ResolvedHealth

Server NoError  0.14TIR:TIR Missed:NoneINC000000164808

Yes  6.69TTR:TTR Missed:Metro D Hosting Low ResolvedHealth

Server NoError  0.42TIR:TIR Missed:NoneINC000000165539

No  0.67TTR:TTR Missed:Capitol Desktop Support Low ResolvedHealth

Telecom

Telecom NoCall/Receive  0.11TIR:TIR Missed:NoneINC000000151519

No  5.62TTR:TTR Missed:Voice Operations Low ClosedHealth

Telecom NoDial Tone  0.07TIR:TIR Missed:TelephoneINC000000151672

No  0.31TTR:TTR Missed:Voice/Data/WAN Services Low ClosedHealth

Telecom NoHardware  0.25TIR:TIR Missed:TelephoneINC000000152594

No  1.81TTR:TTR Missed:Voice/Data/WAN Services Low ClosedHealth

Telecom NoDial Tone  0.17TIR:TIR Missed:TelephoneINC000000152623

No  1.23TTR:TTR Missed:Voice/Data/WAN Services Low ClosedHealth

Telecom NoDial Tone  0.15TIR:TIR Missed:TelephoneINC000000153971

No  0.16TTR:TTR Missed:Voice/Data/WAN Services Low ClosedHealth

Telecom NoVoice Mail  0.22TIR:TIR Missed:TelephoneINC000000154420

No  0.26TTR:TTR Missed:Voice Operations Low ClosedHealth

Telecom NoFeature  0.46TIR:TIR Missed:TelephoneINC000000154449

No  1.45TTR:TTR Missed:Voice Operations Low ClosedHealth

Telecom NoFeature  0.75TIR:TIR Missed:TelephoneINC000000154504

No  1.15TTR:TTR Missed:Voice Operations Low ClosedHealth

Telecom NoCall/Receive  0.12TIR:TIR Missed:NoneINC000000155409

No  1.67TTR:TTR Missed:Voice Operations Low ClosedHealth

Telecom NoVoice Mail  0.10TIR:TIR Missed:TelephoneINC000000155444

No  0.10TTR:TTR Missed:Voice Operations Low ClosedHealth

Telecom NoNone  0.00TIR:TIR Missed:NoneINC000000156544

No  0.00TTR:TTR Missed:Help Desk Low ClosedHealth

Telecom NoFeature  0.23TIR:TIR Missed:NoneINC000000156545

No  0.93TTR:TTR Missed:Voice Operations Low ClosedHealth

Telecom NoFeature  0.72TIR:TIR Missed:NoneINC000000156550

No  0.88TTR:TTR Missed:Voice Operations Low ClosedHealth

Telecom NoVoice Mail  0.10TIR:TIR Missed:NoneINC000000156628

No  0.15TTR:TTR Missed:Voice Operations Low ClosedHealth

Telecom NoHardware  0.16TIR:TIR Missed:TelephoneINC000000156984

No  0.60TTR:TTR Missed:Voice/Data/WAN Services Low ClosedHealth



Telecom NoDial Tone  0.18TIR:TIR Missed:NoneINC000000158085

No  0.38TTR:TTR Missed:Voice Operations Low ClosedHealth

Telecom NoVoice Mail  0.17TIR:TIR Missed:NoneINC000000158181

No  0.27TTR:TTR Missed:Voice Operations Low ClosedHealth

Telecom NoDial Tone  0.23TIR:TIR Missed:NoneINC000000158395

No  0.37TTR:TTR Missed:Voice/Data/WAN Services Low ClosedHealth

Telecom NoDial Tone  0.69TIR:TIR Missed:NoneINC000000159765

No  0.90TTR:TTR Missed:Voice/Data/WAN Services Low ResolvedHealth

Telecom NoVoice Mail  0.05TIR:TIR Missed:NoneINC000000159875

No  0.12TTR:TTR Missed:Voice Operations Low ResolvedHealth

Telecom NoVoice Mail  0.09TIR:TIR Missed:NoneINC000000159894

No  0.09TTR:TTR Missed:Voice Operations Low ResolvedHealth

Telecom NoDial Tone  0.10TIR:TIR Missed:NoneINC000000160239

No  0.86TTR:TTR Missed:Voice/Data/WAN Services Low ResolvedHealth

Telecom NoVoice Mail  0.16TIR:TIR Missed:TelephoneINC000000160802

No  0.22TTR:TTR Missed:Voice Operations Low ResolvedHealth

Telecom NoCall/Receive  0.15TIR:TIR Missed:NoneINC000000160859

Yes  6.68TTR:TTR Missed:Voice Operations Low ResolvedHealth

Telecom NoVoice Mail  0.54TIR:TIR Missed:TelephoneINC000000161409

No  0.74TTR:TTR Missed:Voice Operations Low ResolvedHealth

Telecom NoHardware  0.14TIR:TIR Missed:NoneINC000000161588

No  0.26TTR:TTR Missed:Voice Operations Low ResolvedHealth

Telecom NoDial Tone  0.47TIR:TIR Missed:NoneINC000000161989

No  0.47TTR:TTR Missed:Voice Operations Medium ResolvedHealth

Telecom NoNone  0.00TIR:TIR Missed:NoneINC000000162243

No  0.00TTR:TTR Missed:Help Desk Low ResolvedHealth

Telecom NoVoice Mail  0.23TIR:TIR Missed:NoneINC000000162976

No  0.23TTR:TTR Missed:Voice Operations Low ResolvedHealth

Telecom NoVoice Mail  0.32TIR:TIR Missed:TelephoneINC000000163647

No  0.40TTR:TTR Missed:Voice Operations Low ResolvedHealth

Telecom NoFeature  0.83TIR:TIR Missed:NoneINC000000164374

No  2.69TTR:TTR Missed:Voice Operations Medium ResolvedHealth

Telecom NoDial Tone  0.07TIR:TIR Missed:NoneINC000000164382

No  0.38TTR:TTR Missed:Voice Operations High ResolvedHealth

Telecom NoFeature  0.59TIR:TIR Missed:NoneINC000000164406

Yes  20.66TTR:TTR Missed:Voice Operations Medium ResolvedHealth

Telecom NoArea Code  0.10TIR:TIR Missed:NoneINC000000164407

No  0.24TTR:TTR Missed:Voice Operations Low ResolvedHealth

Telecom NoVoice Mail  0.00TIR:TIR Missed:NoneINC000000165177

No  0.00TTR:TTR Missed:Help Desk Low ResolvedHealth

Telecom NoVoice Mail  0.25TIR:TIR Missed:NoneINC000000165285

No  0.52TTR:TTR Missed:Voice Operations Low ResolvedHealth

Telecom NoFeature  0.08TIR:TIR Missed:NoneINC000000165653

No  0.16TTR:TTR Missed:Voice Operations Low ResolvedHealth

Telecom NoVoice Mail  0.18TIR:TIR Missed:NoneINC000000165713

No  0.27TTR:TTR Missed:Voice Operations Low ResolvedHealth

Telecom NoVoice Mail  0.21TIR:TIR Missed:NoneINC000000165753

No  0.28TTR:TTR Missed:Voice Operations Low ResolvedHealth


